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Abstract - The present study examines the level of customer satisfaction towards 

The Hindu Newspaper – Tamil Edition among readers in Tiruchirappalli City. In the 

contemporary media environment, where digital platforms and regional newspapers 

compete intensely for readership, understanding customer satisfaction has become 

essential for sustaining and enhancing reader loyalty. The study identifies the key 

factors influencing satisfaction, such as quality of content, clarity of language, accuracy 

of news, editorial relevance, layout and design, pricing, and delivery services. Primary 

data were collected through a structured questionnaire administered to selected 

respondents using a simple random sampling technique. The collected data were 

analysed using statistical tools such as percentage analysis, mean score analysis, Likert 

scale ranking, and factor analysis. The findings reveal the overall level of customer 

satisfaction and identify the major determinants influencing readers’ perceptions. The 

study provides valuable insights for the management of The Hindu to improve service 

quality and strengthen its competitive position. The paper concludes with suitable 

suggestions to enhance customer satisfaction and long-term readership engagement for 

the Tamil edition. 
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I.  Introduction 
 

In the modern era of mass communication, newspapers continue to play a vital role in 

disseminating information, shaping public opinion, and enhancing social awareness. 

Despite the rapid growth of digital media platforms, print newspapers retain their 

relevance due to their credibility, in-depth coverage, and loyal readership base. In India, 

newspapers published in regional languages have a significant impact, as they cater to 

the informational needs of a diverse population with varying linguistic preferences.  

 

The Hindu is one of India’s most reputed and widely read newspapers, known for its 

ethical journalism, balanced reporting, and high editorial standards. With the 

introduction of its Tamil Edition, The Hindu has successfully expanded its reach among 

Tamil-speaking readers by offering quality news content in their regional language. The 

Tamil edition covers a wide range of topics including national and international news, 

state and local issues, editorials, business, education, sports, and cultural affairs, 

thereby addressing the varied interests of its readers. Customer satisfaction is a crucial 

factor that determines the success and sustainability of a newspaper in a competitive 

media environment. It reflects the extent to which readers’ expectations are met in terms 

of content quality, language clarity, accuracy of news, layout design, pricing, delivery 
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services, and overall reading experience. Measuring customer satisfaction helps 

newspaper publishers identify strengths, understand readers’ preferences, and 

recognize areas requiring improvement. The present study focuses on customer 

satisfaction towards The Hindu Newspaper – Tamil Edition, with the aim of evaluating 

readers’ perceptions and satisfaction levels. By analysing various factors influencing 

satisfaction, the study seeks to provide insights that may help the newspaper enhance 

its service quality and retain its readership in an increasingly competitive and digital-

driven media landscape. 

 

II. Statement of The Problem 

 
In the present media environment, the newspaper industry faces intense competition 

from digital news platforms, social media, and online news applications. Readers today 

expect timely, accurate, and comprehensive news content along with attractive 

presentation, affordable pricing, and efficient delivery services. Regional language 

newspapers, in particular, must continuously improve their quality to meet the evolving 

expectations of readers and retain their customer base.  

 

The Hindu Newspaper, through its Tamil Edition, aims to cater to the informational 

needs of Tamil-speaking readers by providing reliable and quality news content. 

However, readers’ satisfaction may vary based on factors such as content relevance, 

language clarity, depth of coverage, editorial quality, layout design, subscription price, 

and delivery efficiency. Any dissatisfaction in these areas may influence readers’ 

loyalty and their preference for alternative newspapers or digital media. Despite the 

strong reputation of The Hindu, it is essential to systematically assess the level of 

customer satisfaction towards its Tamil edition to understand readers’ perceptions and 

expectations.  

 

There is a need to identify the factors influencing satisfaction and dissatisfaction among 

readers to help the newspaper improve its services and remain competitive in the 

changing media landscape. Hence, the present study seeks to analyse the customer 

satisfaction towards The Hindu Newspaper, Tamil Edition, focusing on readers’ 

opinions, satisfaction levels, and the challenges faced, in order to provide meaningful 

suggestions for enhancing overall reader satisfaction and retention. 

 

Objectives of The Study 

 To study the socio-economic profile of the readers of The Hindu Tamil Edition in 

Tiruchirappalli City. 

 To analyse the level of customer satisfaction with regard to the content quality and 

reliability of news. 

 To examine readers’ satisfaction towards the clarity of language, editorial quality, 

and depth of coverage. 

 To assess the level of satisfaction with respect to the layout, design, and 

presentation of the newspaper. 

 To evaluate customer satisfaction towards the price, subscription cost, and delivery 

services. 

 

Scope of The Study 
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The study is confined to readers of The Hindu Newspaper – Tamil Edition residing in 

Tiruchirappalli City. It focuses on analysing readers’ perceptions regarding content 

quality, language clarity, relevance of news, editorial standards, layout and design, 

price affordability, and efficiency of distribution and delivery services. The study is 

limited to print newspaper readers and excludes digital or e-paper users. The findings 

are based on primary data collected during the study period and cannot be generalized 

beyond the selected geographical area and sample size. 

 

III. Research Methodology 

 
Research Design 

The study adopts a descriptive research design, as it aims to describe and analyse the 

level of customer satisfaction towards The Hindu Newspaper – Tamil Edition among 

readers in Tiruchirappalli City. This design is suitable for understanding readers’ 

opinions, perceptions, and satisfaction levels with respect to various aspects of the 

newspaper. 

 

Area of the Study 

The geographical area selected for the study is Tiruchirappalli City, Tamil Nadu. The 

city was chosen due to the presence of a diverse group of newspaper readers from 

different socio-economic backgrounds. 

 

Population of the Study 

The population of the study comprises all readers of The Hindu Newspaper – Tamil 

Edition residing in Tiruchirappalli City. 

 

Sample Size 

A sample of 150 respondents was selected for the study.  

Sampling Technique 

The respondents were selected using the simple random sampling method, ensuring 

equal representation of readers from various localities of Tiruchirappalli City. 

Sources of Data 

 Primary Data: Primary data were collected directly from respondents using a 

structured questionnaire designed to measure customer satisfaction towards The 

Hindu Tamil Edition. 

 Secondary Data: Secondary data were collected from newspapers, magazines, 

books, journals, published research articles, official websites, and other relevant 

sources. 

 

Limitations of The Study 

 The study is limited to readers of The Hindu Newspaper – Tamil Edition in 

Tiruchirappalli City.  

 The findings are based on respondents’ opinions at the time of the survey and may 

not reflect future changes in preferences. 

 

 

 

Data Analysis and Interpretaion 
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Frequency Table 

Demograohic Profile 

 
 

Source: Primary Data 

 

Inference:  

The table indicates that a majority of the respondents are male (61.3%), while females 

constitute 38.7% of the sample. This suggests that male readers form a larger segment 

of The Hindu Tamil Edition readership in Tiruchirappalli City, though female 

readership also represents a significant proportion. The age-wise distribution shows that 

the majority of respondents fall within the age group of 31–40 years (30.6%), followed 

closely by 41–50 years (29.3%). This indicates that The Hindu Tamil Edition is widely 

preferred among middle-aged readers, who are likely to value detailed and reliable 

news coverage.  

 

The table reveals that a majority of the respondents are graduates and postgraduates 

(71.9%). This reflects that The Hindu Tamil Edition attracts a well-educated readership, 

emphasizing its credibility, analytical content, and editorial quality. Private employees 

(28.0%) and government employees (25.3%) form the major portion of respondents. 

This indicates that working professionals constitute the core readership of The Hindu 

Tamil Edition, possibly due to their interest in current affairs, policy news, and 

editorials. The income-wise distribution shows that the majority of respondents fall in 

the middle-income category (₹20,001–₹60,000). This indicates that The Hindu Tamil 

Edition appeals largely to middle-income households, suggesting that its pricing is 

perceived as reasonable and affordable. 

 

 

Result 
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 The analysis of demographic characteristics reveals that a majority of the 

respondents are male (61.3%), while female readers account for 38.7%, indicating 

a higher male readership. 

 The age-wise distribution shows that the largest proportion of respondents belongs 

to the 31–40 years age group (30.6%), followed by those aged 41–50 years 

(29.3%), suggesting that the newspaper is predominantly preferred by middle-aged 

readers who value comprehensive and credible news coverage. 

 The educational profile of the respondents indicates that a significant majority are 

graduates and postgraduates (71.9%), reflecting the newspaper’s strong appeal 

among an educated readership and highlighting its emphasis on analytical 

reporting and editorial credibility. 

 Occupational analysis reveals that private sector employees (28.0%) and 

government employees (25.3%) form the major share of readers, indicating that 

working professionals constitute the core readership segment due to their interest 

in current affairs and policy-related information. 

 The income-wise analysis shows that most respondents fall within the middle-

income group (₹20,001–₹60,000), suggesting that The Hindu Tamil Edition 

effectively caters to middle-income households and that its pricing is perceived as 

reasonable and affordable. 

 

Factor Analysis of Customer Satisfaction Towards Hindu Tamil Newspaper 

Factor analysis was employed to identify the underlying dimensions influencing 

customer satisfaction towards THE HINDU (Tamil) newspaper. The analysis was 

carried out using Principal Component Analysis (PCA) with Varimax rotation to reduce 

the variables into meaningful factors. The variables included for analysis were derived 

from the questionnaire items such as quality of news, coverage, price, availability, 

supplements, trust, satisfaction, and recommendation satisfaction. Suitability of Data 

for Factor Analysis. Before applying factor analysis, the suitability of the data was 

tested using Kaiser–Meyer–Olkin (KMO) Measure and Bartlett’s Test of Sphericity. 

 

Table 1: KMO and Bartlett’s Test 

Particulars Value 

Kaiser–Meyer–Olkin (KMO) Measure 0.812 

Bartlett’s Test of Sphericity Significant 

Chi-Square Value 1246.38 

Degrees of Freedom 66 

Significance (p-value) 0.000 

 

 

 

 

Interpretation: 
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The KMO value of 0.812 indicates sampling adequacy, and Bartlett’s Test is significant 

at 1% level, confirming that the data is appropriate for factor analysis. 

Total Variance Explained 

 

Table 2: Total Variance Explained 

Factor Eigen Value % of Variance Cumulative % 

Factor 1 4.32 36.00 36.00 

Factor 2 2.18 18.17 54.17 

Factor 3 1.54 12.83 67.00 

Factor 4 1.12 9.33 76.33 

 

Interpretation: 

Four factors with eigenvalues greater than one were extracted. Together, these factors 

explain 76.33% of the total variance, which is considered satisfactory for social science 

research. 

 

Rotated Component Matrix 

 

Table 3: Factor Loadings (Varimax Rotation) 

Variables Factor 1 Factor 2 Factor 3 Factor 4 

Quality of News 0.842    

Areas of News Covered 0.816    

Vocabulary of Articles 0.781    

More News Coverage 0.764    

Availability  0.823   

Regular Delivery  0.798   

Supplementary Content  0.764   

Advertisement Content  0.712   

Price Reasonableness   0.834  

Value for Money   0.801  

Overall Satisfaction    0.846 

Recommendation to Others    0.812 
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(Factor loadings below 0.50 are suppressed) 

Naming of Factors 

Based on the variables loaded under each factor, the factors were named as follows: 

Factor Name of the Factor 

Factor 1 News Quality & Coverage 

Factor 2 Availability & Supplementary Services 

Factor 3 Price & Value Perception 

Factor 4 Overall Satisfaction & Loyalty 

 

Interpretation of Factors 

 News Quality & Coverage: This factor explains the highest variance and includes 

variables related to the quality, depth, and coverage of news. It indicates that 

readers value credible, comprehensive, and well-presented news content. 

 Availability & Supplementary Services: This factor reflects the importance of 

regular availability, delivery efficiency, and supplementary editions, which 

enhance reader engagement. 

 Price & Value Perception: This factor highlights readers’ perception of affordable 

pricing and value for money, influencing satisfaction levels. 

 Overall Satisfaction & Loyalty: This factor represents readers’ overall satisfaction 

and willingness to recommend THE HINDU (Tamil) newspaper to others, 

indicating brand loyalty. 

 

Inference 

The factor analysis reveals that news quality and coverage is the most dominant factor 

influencing customer satisfaction, followed by availability and supplementary services. 

Pricing and overall satisfaction also play a significant role in shaping readers’ 

perceptions. The extracted factors provide a clear understanding of the key dimensions 

affecting customer satisfaction towards THE HINDU (Tamil) newspaper. 

 

Summary of Findings, Suggestions and Conclusion 

Findings: 

Findings from Frequency Table: 

 The analysis of demographic characteristics reveals that a majority of the 

respondents are male (61.3%), while female readers account for 38.7%, indicating 

a higher male readership. 

 The age-wise distribution shows that the largest proportion of respondents belongs 

to the 31–40 years age group (30.6%), followed by those aged 41–50 years 

(29.3%), suggesting that the newspaper is predominantly preferred by middle-aged 

readers who value comprehensive and credible news coverage. 

 The educational profile of the respondents indicates that a significant majority are 

graduates and postgraduates (71.9%), reflecting the newspaper’s strong appeal 
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among an educated readership and highlighting its emphasis on analytical 

reporting and editorial credibility. 

 Occupational analysis reveals that private sector employees (28.0%) and 

government employees (25.3%) form the major share of readers, indicating that 

working professionals constitute the core readership segment due to their interest 

in current affairs and policy-related information. 

 The income-wise analysis shows that most respondents fall within the middle-

income group (₹20,001–₹60,000), suggesting that The Hindu Tamil Edition 

effectively caters to middle-income households and that its pricing is perceived as 

reasonable and affordable. 

 

Findings from Factor Analysis: 

 Factors explain 76.33% of the total variance 

 This factor highlights readers’ perception of affordable pricing and value for 

money, influencing satisfaction levels. 

 

Suggestions  

 Enhancement of Local News Coverage: Greater emphasis may be given to 

Tiruchirappalli-specific news, civic issues, and regional developments to improve 

local relevance and reader engagement. 

 Improvement in Layout and Visual Presentation: The layout and design of the 

newspaper can be further improved by incorporating more reader-friendly formats, 

clear headlines, and relevant visuals to enhance readability. 

 Strengthening Distribution and Delivery Services: Timely and consistent delivery 

should be ensured across all localities, especially during weekends and holidays, 

to avoid dissatisfaction among subscribers. 

 Content Customization for Diverse Reader Groups: Introducing special sections 

for students, working professionals, and senior citizens may help address the varied 

informational needs of different reader segments. 

 Affordable Subscription and Promotional Schemes: Periodic subscription offers, 

bundled plans, or loyalty discounts may be introduced to attract new readers and 

retain existing subscribers from middle-income households. 

 Interactive Reader Engagement Initiatives: Reader feedback columns, opinion 

polls, and community-focused features can be promoted to encourage interaction 

and strengthen the bond between readers and the newspaper. 

 Balanced Integration with Digital Platforms: While maintaining the quality of the 

print edition, limited integration with digital platforms such as QR codes for 

extended content may enhance the overall reading experience. 

 

IV. Conclusion  

 
The present study has made a comprehensive attempt to analyse the level of customer 

satisfaction towards The Hindu Newspaper Tamil Edition among readers in 

Tiruchirappalli City. The findings reveal that the newspaper enjoys a positive 

perception among its readers, particularly due to its credible news reporting, editorial 

quality, clarity of language, and analytical depth. The demographic analysis indicates 

that the readership largely consists of educated, middle-aged, and professionally 
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employed individuals, suggesting that content quality and reliability play a crucial role 

in influencing customer satisfaction.  

 

The study also highlights that while readers are generally satisfied with the newspaper, 

certain areas such as local news coverage, layout presentation, and delivery services 

require further improvement to enhance the overall reading experience. Pricing and 

subscription rates are perceived as reasonable, especially among middle-income 

households, which contributes to sustained readership. Overall, the study concludes that 

The Hindu Tamil Edition has established a strong position in Tiruchirappalli City by 

catering to readers who value authentic, unbiased, and in-depth news content. By 

addressing the identified areas for improvement and adopting reader-oriented 

strategies, the newspaper can further strengthen customer satisfaction and ensure long-

term readership loyalty in an increasingly competitive media environment. 
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