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Abstract. APP evaluation based on user perspective has been paid lots of atten-
tion in the existing research. This paper analyzes the existing research on mobile
APP evaluation based on user perspective, summarizes the relevant APP evalua-
tion dimensions and measurements, analyzes the logical relationships among the
dimensions, and proposes an APP evaluation analysis framework based on user
perspective. Based on process logic, the relevant evaluation dimensions are di-
vided into four stages: APP acquisition, multidimensional APP use experience,
users’ overall psychological judgment on APP, and users’ continuous APP use.
Among the four stages, APP acquisition is the premise of user experience, and
user experience affects the overall psychological judgment, while users’ psycho-
logical judgment affects their continuous APP use. The results show that users’
APP use experience includes seven dimensions: functional experience, infor-
mation content experience, aesthetic experience, service experience, technical
performance experience, information security experience, and marketing strategy
experience. The research results imply that the successful application of mobile
APP is a systematic project, which requires multidimensional optimization based
on the user perspective to obtain sustainable competitive advantages.

Keywords: Mobile APP, Continuous APP Use, APP Use Experience, APP User,
Overall Psychological Judgment.

1 Introduction

The successful application of an APP depends on the continuous use of its users. User
satisfaction is a key determinant of the continuous use of the APP, and users’ experi-
ence predicts users’ satisfaction[1, 2]. How to improve the experience and satisfaction
of APP users and promote the continuous use of APP has become a key issue to ensure
the successful application of APP. In view of this, this paper intends to sort out the
research on mobile APP evaluation, summarize the dimensions of APP evaluation
based on the user perspective, analyze the logical relationship between the dimensions,
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and propose an APP evaluation and analysis framework based on the user perspective
to provide theoretical basis for relevant research and implications for practice.

2 Mobile APP Evaluation based on User Perspective

As the prerequisite for users to use an APP is to have the conditions for the use of the
APP, in view of this, this paper divides the mobile APP evaluation based on the user
perspective into four stages according to the logic of time: APP acquisition, multidi-
mensional APP use experience, users’ overall psychological judgment of the APP, and
users’ continuous APP use. The basic logic is as follows: APP acquisition is the premise
of APP use experience, and users’ APP use experience affects their overall psycholog-
ical judgment of the APP, and users’ psychological judgment affects their continuous
APP use.

2.1  APP Acquisition

Obtaining and installing an APP is a prerequisite for users’ APP use experience. The
cost of users’ access to apps will affect users’ overall evaluation of apps, which is an
important dimension of APP evaluation based on users’ perspective. The main evalua-
tion dimensions or indicators include accessibility, compatibility, configuration re-
quirements, storage, etc. For example, in the context of mobile apps of foreign database
publishers, by using the method of user review content analysis, the research results
show that price rationality is an important dimension of APP evaluation before user
experience [3]. In the context of mobile learning apps, the analytic hierarchy process
(AHP) is adopted, the research results show that accessibility is an important dimension
for users to evaluate apps, and accessibility refers to APP compatibility and offline

ability [4].

2.2 APP Multi-dimensional Experience

In general, the dimensions of user experience on apps can be divided into functional
experience, information content experience, aesthetic experience, service experience,
technical performance experience, information security experience, and marketing
strategy experience.

(1) Functional Experience

Functional experience refers to the user’s psychological feeling about the function
of APP module in the process of use. The main dimensions or indicators include the
usefulness of the function, ease of operation, easy to learn, and so on. For example, in
the context of educational mobile apps, AHP is conducted, and the results show that
usability and usefulness are important dimensions for users to evaluate APP functions.
In the context of mobile learning apps, Delphi method and questionnaire survey method
are adopted to analyze and conclude that usefulness, interactivity and entertainment are
important dimensions for users to evaluate APP functions [5]. In the context of social
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mobile apps for the elderly, the AHP is adopted to analyze and conclude that ease of
learning, use efficiency, social expansion, interactivity and knowledge display are im-
portant dimensions to evaluate APP functions [6].

(2) Information Content Experience

Information content experience refers to the user’s experience of the APP infor-
mation content. The main evaluation dimensions or indicators include information
quality, information quantity, information timeliness, information visibility, infor-
mation credibility, content comprehensiveness, content reliability, etc. For example, in
the context of mobile APP, Delphi method and analytic hierarchy process are adopted,
and information content is considered as an important dimension to measure the success
of mobile APP, including indicators such as content completeness and user manual [7].
In the context of mobile learning APP, Delphi method and questionnaire survey method
are adopted to analyze that information quality, timeliness and comprehensiveness are
important dimensions of users” APP information content experience[5]. In the context
of mobile recruitment APP, questionnaire survey method is adopted to analyze the com-
prehensiveness and reliability of APP content as an important dimension for users to
evaluate the information content of mobile recruitment APP [8]. In the context of mo-
bile apps of foreign database publishers, by analyzing the content of user reviews, the
research results show that the rationality of content modules, the correctness of content
and the depth of content are important dimensions for users to evaluate APP infor-
mation content [3].

(3) Aesthetic Experience

Aesthetic experience refers to user’s aesthetic and comfortable experience of the
APP interface. The main evaluation dimensions or indicators include the aesthetics of
interface design, interface color coordination, interface layout rationality, and interface
refinement. For example, in the context of mobile APP, by using Delphi method and
analytic hierarchy process, it is believed that interface design is an important dimension
to measure the success of mobile APP [7]. In the context of educational mobile apps,
the AHP is adopted, and the research results show that interface design is an important
dimension for users to evaluate apps, which includes indicators such as moderate ab-
straction of images, uniform and beautiful style, appropriate size of text and graphics,
and appropriate color [9]. In the context of mobile learning apps, Delphi method and
questionnaire survey method are adopted to analyze and believe that aesthetics is an
important dimension for users to evaluate apps. Indicators of aesthetics include inter-
face color coordination, clarity, simplicity and aesthetics [9]. In the context of mobile
education APP, literature analysis and expert interview methods are adopted, and it is
believed that the interface design, media presentation, navigation design and visual de-
sign of APP are important dimensions for users to evaluate APP [10].

(4) Service Experience
Service experience refers to user’s experience of the APP related services. The main
evaluation dimensions or indicators include personalized customization services,
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system maintenance services, free/paid services, etc. For example, in the context of
mobile learning apps, Delphi method and questionnaire survey method are adopted to
analyze that personalized service is an important dimension for users to evaluate apps,
in which personalized service refers to personalized customized service with extra fees
and different services launched according to users’ personal needs [5]. In the context
of mobile recruitment APP, questionnaire survey method is adopted to analyze that
system maintenance service is an important dimension for users to evaluate the mobile
recruitment APP [8]. In the context of mobile education apps, literature analysis and
expert interview methods are used, and it is believed that free/paid services, of-
fline/online services and big data evaluation services provided by apps are important
dimensions for users to evaluate apps [10]. In the context of the mobile venue APP,
expert interviews and questionnaire surveys are used, and it is believed that personal-
ized content push service is an important dimension for users to evaluate apps [11].

(5) Technical Performance Experience

Technical performance experience refers to user’s experience of the technical per-
formance of the APP. The main evaluation dimensions or indicators include APP run-
ning stability, response speed, smooth navigation, fault tolerance, etc. For example, in
the context of book apps, the analytic hierarchy process is adopted to analyze the run-
ning stability, response speed and update frequency of apps as important dimensions
for users to evaluate apps [12]. In the context of mobile reading apps, the content anal-
ysis method is adopted and smooth navigation is considered as an important dimension
for users to evaluate the technical performance of apps [13]. In the context of educa-
tional mobile apps, the analytic hierarchy process is adopted, and the running speed is
considered as an important dimension for users to evaluate the technical performance
of apps [9]. In the context of mobile recruitment APP, by using questionnaire survey
method, and the results show that the navigability and coherence of modules are im-
portant indicators to evaluate the technical performance of APP [8]. In the context of
mobile education APP, literature analysis and expert interview methods are adopted to
analyze that stable operation and scalability are important indicators to evaluate the
technical performance of APP [10].

(6) Information Security Experience

Information security experience refers to user’s experience of the APP operator’s
protection of user data, property, privacy and other information [14]. In different APP
context, some research has developed or adopted corresponding indicators to evaluate
users’ information security experience of apps. The main evaluation dimensions or in-
dicators include privacy information security, personal and property security, complaint
mechanism, etc. For example, in the context of mobile APP, by adopting logical induc-
tion method, APP security is considered as an important dimension of user experience.
In the context of mobile APP, Delphi method and analytic hierarchy process are
adopted to consider security as an important dimension to measure the success of mo-
bile APP, among which communication confidentiality and user privacy information
protection are important indicators of security [5, 7]. In the context of social mobile
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APP for the elderly, the analytic hierarchy process is adopted to analyze that privacy
information protection and personal and property safety are important dimensions of
users’ APP experience [6].

(7) Marketing Strategy Experience

Marketing strategy experience refers to user’s experience of the marketing strategy
adopted by the APP platform operator. The main evaluation dimensions or indicators
include reward mechanism, preferential activities, gamified marketing, etc. For exam-
ple, in the context of book APP, the analytic hierarchy process is adopted and marketing
strategy is considered as an important aspect of user evaluation of APP, including re-
ward mechanism, preferential activities, charging model and other dimensions [12]. In
the context of mobile e-commerce apps, the questionnaire survey method is adopted to
analyze that personalized intelligent recommendation is an important dimension for us-
ers to evaluate apps and will have an impact on users’ e-commerce APP usage [15]. In
the context of mobile apps, the questionnaire survey method is adopted to analyze and
conclude that gamification marketing of apps will affect users’ continuous use of apps
and is an important dimension for users to evaluate apps [1]. In the context of mobile
e-commerce apps, by adopting logical analysis method, it is believed that APP market-
ing strategy is an important dimension for users to evaluate apps and will affect user
stickiness [16].

2.3  APP User’s Overall Psychological Judgment

It refers to user’s overall psychological satisfaction or feeling after multidimensional
experience of the APP. The main evaluation dimensions or indicators include satisfac-
tion, pleasure, and so on. User satisfaction is a common dimension of evaluating infor-
mation system, which indicates one kind of psychological satisfaction after IS experi-
ence. Pleasure is the overall feeling of comfort after user experience. For example, in
the context of mobile learning apps, Delphi method and questionnaire survey method
are adopted to analyze and conclude that pleasure is an important dimension for users
to evaluate apps [5]. In the context of social mobile apps for the elderly, the analytic
hierarchy process is adopted to analyze that satisfaction and pleasure are important di-
mensions to evaluate apps in general [6]. In the context of mobile venue APP, expert
interview and questionnaire survey are adopted in the research, and it is believed that
user recognition is an important dimension of APP evaluation [11].

24 Continuous APP Use

Whether users continue to use apps depends on their overall psychological judgment
after multidimensional experience, which is an important dimension of APP evaluation.
Similar evaluation indicators include: continuous use, user engagement, user loyalty,
and activity. For example, in the context of mobile learning apps, Delphi method and
questionnaire survey method are adopted to analyze and believe that user viscosity is
an important dimension of APP evaluation. User viscosity refers to the “loyalty” of
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users and emphasizes the durability of users’ use of apps [5]. In the context of mobile
venue apps, expert interviews and questionnaire surveys are adopted, and the research
finds that the use activity is an important dimension to evaluate apps [11].

3 Summary and Future Research Prospect

Users’ continuous use is the key to the success of an APP. In general, APP evaluation
based on user perspective has attained great attention from the academic community.
The relevant evaluation dimensions can be divided into four stages based on time logic:
APP acquisition, multidimensional APP use experience, users’ overall psychological
judgment of apps, and users’ continuous APP use. The logical relationship between the
evaluation dimensions of the four stages is as follows: APP acquisition is the prerequi-
site and basic condition for the multidimensional APP use experience, and the multidi-
mensional APP experience will jointly affect the user’s overall psychological judgment
of the APP, and then determine the user’s continuous APP use. The APP evaluation
dimensions based on the user perspective and the logical relationships among each
evaluation dimension is shown in Figure 1.

In general, the existing research on the evaluation of mobile apps has carried out
multi-angle and multi-dimensional analysis on different types of APP context, indicat-
ing that the application of mobile APP is a systematic project, which needs to carry out
APP development, implementation, operation and upgrade based on user perspective,
paying attention to user needs and multi-dimensional user experience to promote users
to continue to use the APP, to achieve the successful application of the APP, and to
obtain sustainable competitive advantage.

APP acquisition Multi-dimensional use experience

Accessibility Functional experience

Compatibility Information content experience

Configuration requirements Aesthetic experience

Storage —> Service experience

Price rationality Technical performance experience

Acquisition cost Information security experience
Marketing strategy experience

— ———

Overall psychological judgment
Pleasure
Satisfaction

!

Continuous APP use
User stickiness

Continuous use
Loyalty

Fig. 1. APP evaluation system based on user perspective
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In addition, existing studies mostly focus on the evaluation and analysis of apps such
as education, social networking and sports, while the evaluation index system analysis
of mobile e-commerce apps is still not systematic and comprehensive enough. However,
in the era of digital economy, mobile e-commerce apps are booming, and people gener-
ally use APP to do shopping. Logistics services, customer service and commodity qual-
ity supporting the operation of mobile e-commerce apps will also determine whether
mobile e-commerce apps can be successfully applied. As mentioned above, in terms of
APP service dimension, existing research focuses on maintenance services based on the
system itself and personalized services based on information content, while there is still
insufficient empirical analysis on customer service, logistics service, physical commod-
ity quality and other indicators supporting e-commerce apps. Future studies may identify
indicators such as supporting services and commodity quality for mobile e-commerce
apps, and carry out a more systematic construction of mobile e-commerce APP evalua-
tion indicators to provide a systematic evaluation dimension and measurements for pro-
moting the high-quality development of mobile e-commerce.
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