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Abstract

Purpose — The purpose of this study is to identify the software quality

characteristics of mobile applications from users’ perspective.

Design/methodology/approach — This study collected 1,142,596 online reviews
of 8,752 mobile apps among 21 categories from Apple App Store Taiwan. We applied
content analysis to analyze the collected online reviews.

Findings — We identified 23 categories of software quality characteristics of
mobile apps which include 9 categories of software quality, 8 categories of information

quality and 6 categories of service quality

Research limitations/implications — This study compared the traditional software
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quality framework (ISO 25010) and identify the unique software quality for mobile
apps.

Practical implications — Our findings suggested what are the users’ most

concerned software quality for the mobile apps developers.

Originality/value — This study built a software quality framework for mobile app
services.

Keywords: content analysis, mobile apps, online review, software quality
characteristics, user experience
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