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INTRODUCTION

In the dynamic landscape of mobile applications, optimizing User Experience (UX) is crucial for app success. This
study investigates the user experience of mobile applications through rigorous testing methodologies, focusing on
aspects such as design, functionality, navigation, performance, and overall usability. Utilizing the Net Promoter
Score (NPS) as a quantitative metric, the study aims to evaluate user satisfaction and loyalty. The process con-
sists of five phases, i.e., defining the object, determining participants, collecting data, using the NPS formula, and
NPS analysis. The analysis of data was conducted on a sample of 50 participants. Findings reveal a favorable NPS
score of 52, indicating positive user sentiment and a higher proportion of promoters than detractors. The state-
ment suggests that conducting UX testing for mobile applications yields advantageous outcomes. However, The
interpretation of the score is contingent upon the specific industry and contextual factors. It is imperative to rec-
ognize that the application of NPS should not be utilized in isolation but rather in conjunction with other usability
measures to attain a more comprehensive understanding of user experience. The inclusion of qualitative feedback
in conjunction with NPS has the potential to aid in the identification of specific areas that may benefit from im-
provement. Future research can include advanced analytics integration and exploration of emerging technologies.
Overall, this study underscores the importance of NPS analysis in driving strategic decision-making and enhancing
user satisfaction in the competitive realm of mobile application development.

© 2024 The Author(s). Published by TAF Publishing.

revolutionized industries ranging from healthcare to educa-

In contemporary society, the pervasive integration of tech-
nology and mobile phones has fundamentally altered vari-
ous aspects of daily life [1]. The ubiquitous presence of mo-
bile devices has revolutionized communication, enabling
instantaneous connectivity across vast distances [2, 3].
Furthermore, technological advancements have facilitated
seamless access to information and services, transcending
geographical boundaries and enhancing productivity [4, 5].
Mobile phones serve as multifunctional tools, offering func-
tionalities beyond communication, such as navigation, en-
tertainment, and financial transactions [6]. Moreover, the
integration of innovative applications and platforms has
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tion, fostering efficiencies and improving outcomes. How-
ever, the pervasive use of technology and mobile phones
also raises concerns regarding privacy, digital dependency,
and social disconnect [7]. Therefore, while recognizing the
profound benefits of technology and mobile phones, navi-
gating this evolving landscape with mindfulness becomes
essential, employing robust (User Experience) UX testing
methodologies to ensure optimal user satisfaction and en-
gagement.

Mobile application UX testing serves as a cornerstone in
the realm of app development, acting as a critical conduit
for detecting, understanding, and addressing a plethora of
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issues that can either impede or enhance user experience
(UX) [8]. While traditional methods like the System Usabil-
ity Scale (SUS) have been valuable, they also reveal certain
weaknesses, prompting the exploration of more robust al-
ternatives [9]. As the app development landscape evolves, a
pressing need arises to identify existing methodologies and
pinpoint gaps in current practices to drive innovation. At
the heart of this exploration lies the quest for a comprehen-
sive understanding of user sentiment and satisfaction [10].
While SUS and similar tools offer insights into usability, they
often lack the depth to capture the nuances of user loyalty
and advocacy [11]. This limitation underscores the need for
a more holistic approach, one that not only assesses usabil-
ity but also delves into the emotional resonance of the app
with its users.

Besides, beyond its role in merely uncovering bugs and er-
rors, UX testing is a multifaceted process that delves deep
into user behavior, identifies opportunities for improve-
ment, optimizes development costs, and ultimately boosts
sales [12]. With the ever-expanding landscape of mobile
applications, where competition is fierce, and user expec-
tations are continually evolving, the importance of compre-
hensive UX testing cannot be overstated [13]. At its core,
UX testing is about ensuring that the end-users of a mobile
application have a seamless, intuitive, and gratifying expe-
rience. This involves a systematic approach to evaluating
various aspects of the app, including its design, functional-
ity, navigation, performance, and overall usability [14]. By
subjecting the app to rigorous testing protocols, developers
can gain valuable insights into how real users interact with
the interface, pinpoint pain points and friction areas, and
iterate upon the design to enhance user satisfaction.

One of the key methodologies employed in UX testing is
collecting and analyzing the Net Promoter Score (NPS), a
widely recognized metric that quantifies customer loyalty
and satisfaction. The decision to integrate NPS into the
realm of mobile application UX testing stems from its po-
tential to transcend traditional usability metrics and offer a
more nuanced perspective on user experience [15]. The ra-
tionale behind using NPS lies in its inherent connection to
user behavior and perception. By posing a single, straight-
forward question—"How likely are you to recommend this
business to a friend or colleague?"—NPS encapsulates not
only satisfaction but also the likelihood of advocacy, reflect-
ing a deeper level of engagement and loyalty. This aligns
seamlessly with the overarching goal of UX testing: to not
just meet user expectations but to exceed them, fostering a
sense of connection and loyalty to the app [16].
Additionally, in the realm of mobile application develop-
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ment, integrating NPS into the UX testing process has be-
come increasingly prevalent. By incorporating NPS sur-
veys directly within the app interface, developers can so-
licit feedback from users in real time, capturing their sen-
timents and perceptions at various touchpoints along their
journey [17]. This proactive approach not only facilitates
continuous improvement but also fosters a sense of user
engagement and empowerment, as individuals feel valued
and heard by the development team [18, 19]. Moreover,
NPS serves as more than just a quantitative metric; it of-
fers qualitative insights into the underlying factors driving
user satisfaction or dissatisfaction. By analyzing the ver-
batim comments provided by respondents alongside their
NPS ratings, developers can uncover nuanced details about
what aspects of the app resonate positively with users and
where improvements are warranted. This qualitative feed-
back is invaluable for understanding the 'why' behind the
numerical scores, providing context and depth to the evalu-
ation process.

Furthermore, the strategic integration of NPS into user in-
terviews, surveys, and usability testing sessions empowers
UX practitioners to leverage data-driven insights in their
decision-making processes [20]. Armed with concrete ev-
idence of customer sentiment, they can advocate for UX
improvements and secure buy-in from key stakeholders
within their organizations. Quantitative statistics showcas-
ing enhanced customer loyalty, as reflected in rising NPS
scores, carry significant weight in boardroom discussions,
underscoring the tangible benefits of investing in the UX
process [21, 19]. At the same time, NPS enables UX practi-
tioners to prioritize their efforts effectively, focusing on ar-
eas of the app that have the greatest impact on user satis-
faction and loyalty [13].

By segmenting users based on their NPS ratings and an-
alyzing feedback trends across different demographic or
behavioral cohorts, developers can tailor their optimiza-
tion strategies to address the needs and preferences of spe-
cific user segments [22]. This targeted approach not only
maximizes the efficiency of UX improvements but also en-
sures that resources are allocated where they can gener-
ate the most significant returns. Hence, the primary objec-
tive of this study includes a) evaluation of the user expe-
rience (UX) of mobile applications; b) identification of ex-
isting issues and potential opportunities for improvement
within the mobile applications under evaluation; c) gain in-
sights into user behavior by observing how real users inter-
act with the mobile applications; d) enhance user satisfac-
tion by improving the overall quality of the mobile applica-
tions.
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RESEARCH METHODOLOGY

The study methodology encompasses several phases aimed
at systematically evaluating the user experience (UX) of a
mobile educational game through the implementation of
Net Promoter Score (NPS) surveys. Each phase is carefully
designed to ensure the collection of robust data and the
derivation of meaningful insights into user satisfaction and
loyalty. The stages of the study method are described in Fig-
ure 1.

Determining the Object: The first phase of the study in-
volves identifying the object of evaluation, which, in this
case, is a mobile educational game that has been developed.
This step is crucial as it sets the foundation for the subse-
quent stages of the study, guiding the selection of partici-
pants and the formulation of survey questions tailored to
the specific context of the mobile application [23].
Participant Selection: In Phase 2, the study aims to deter-
mine the number of participants to be included in the evalu-
ation process. The decision is made to involve a sample size
of up to 50 individuals. This sample size is chosen to ensure
an adequate representation of diverse user demographics
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and usage patterns, thereby enhancing the validity and re-
liability of the study findings.

Data Collection: Data collection in this study is primar-
ily conducted through the administration of questionnaires
adapted from the Net Promoter Score (NPS) framework.
Participants are presented with a standardized question:
"On a scale of 0-10, how likely are you to recommend our
mobile educational game to a friend or colleague?" This
question serves as the cornerstone of the NPS methodology,
allowing respondents to express their likelihood of recom-
mending the app based on their overall satisfaction and per-
ceived value.

Implementing the NPS Formula: Following the collection
of survey responses, Phase 4 involves implementing the
NPS formula to derive a numerical score indicative of cus-
tomer satisfaction and loyalty. The NPS formula is applied
according to procedural guidelines outlined in the study,
which include categorizing respondents into three groups
based on their rating scores: promoters (9-10), passives
(7-8), and detractors (0-6).

Define Detenmine
Obyect Participants

Collecting Using NPS Analvsis
Formula NPS

Fig. 1. Study phase

NPS Analysis: The final phase of the study entails analyz-
ing the Net Promoter Score (NPS) obtained from the sur-
vey data. This analysis involves calculating the percentage
of promoters and detractors among the total respondents
and subtracting the percentage of detractors from the per-
centage of promoters to derive the NPS score. The resulting
score provides a quantitative measure of user satisfaction
and loyalty. In order to derive the NPS for usability testing,

Detractors

MR 11

it is important to adhere to the following procedural guide-
lines:

1) Conduct a respondents survey with the NPS question.
“On a scale of 0-10, how likely are you to recommend our
mobile educational game to a friend or colleague?”

2) Based on the responses, classify respondents into three
categories.

Passives Promoters
i

— o -

‘\I

Fig. 2. Categorical presentation of respondents

In Figure 2, promoters are the respondents who give a score
of 9 or 10; passives give a score of 7 or 8; and detractors give
ascore of 0 to 6
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3) Calculate the percentage of Promoters and Detractors
among the total respondents.
4) Subtract the percentage of Detractors from the percent-
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age of Promoters to get the NPS.

__ _Promoters x100 Detractors X100
NPS = Total Respondent Total Respondent

As anillustration, in a hypothetical scenario where there are
100 participants, consisting of 70 Promoters, 10 Passives,
and 20 Detractors, the NPS can be computed using the fol-
lowing formula:

Promoters: 70% (70/100)

Detractors: 20% (20/100)

NPS = Promoters - Detractors = 70% - 20% = 50

The Net Promoter Score (NPS) is a metric that quantifies
customer satisfaction and loyalty on a scale of -100 to 100.
Higher scores on this scale are indicative of greater levels of

customer pleasure and loyalty. By systematically following
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these phases, the study aims to gain valuable insights into
the user experience (UX) of the mobile educational game
and identify areas for improvement based on user feedback.
The rigorous application of the NPS methodology ensures
the collection of reliable and actionable data, empowering
developers to make informed decisions aimed at enhancing
customer satisfaction and driving long-term success in the
competitive mobile app market [24, 16].

II. ANALYSIS AND RESULT
The collected data was converted into NPS categories. The
score was categorized into three groups, specifically Pro-
moters, Passives, and Detractors, and described in Table 1.

TABLE 1
NPS CATEGORY DESCRIPTIONS

NPS Categories  NPS Score

Description

Promoters 9or10

Promoters respond with a score of 9 or 10 and are typ-

ically loyal and enthusiastic on mobile applications.

Passives 7 or 8

Passive individuals exhibit a response level ranging

from 7 to 8 for mobile applications. The customers ex-

press a level of satisfaction with the provided service,

yet their level of contentment does not reach a thresh-
old that would classify them as promoters.

Detractors 1to6

Detractors respond with a score of 0 to 6. These indi-

viduals are dissatisfied clients who are unlikely to uti-

lize the mobile application.

Table 1 reflects that promoters, as the respondents with a
score of 9 or 10 on the Net Promoter Scale, serve as the cor-
nerstone of mobile application success, embodying the pin-
nacle of user satisfaction, loyalty, and advocacy. These en-
thusiastic advocates not only signify a high degree of satis-
faction but also actively promote the app to their social cir-
cles, driving organic growth and fostering a strong sense of
brand loyalty [25]. Their unwavering support extends be-
yond mere usage, manifesting in positive reviews, referrals,
and active engagement, making them invaluable assets in
a competitive marketplace [26]. Promoters represent not
just satisfied customers but brand evangelists, offering in-
sights into what aspects of the app resonate most strongly
with users and where further enhancements can be made
to solidify their loyalty [27]. Their feedback serves as a
barometer of excellence, guiding developers toward a user-
centric approach that prioritizes genuine connection and
emotional resonance [28]. Hence, cultivating a base of Pro-
moters is not just a goal but a strategic imperative for long-
term success and sustainability in the dynamic landscape of
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mobile applications.

Besides, passive individuals, falling within the response
range of 7 to 8 on the Net Promoter Scale for mobile applica-
tions, demonstrate a moderate level of satisfaction with the
provided service. While they express contentment, their re-
sponses do not elevate them to the status of Promoters, in-
dicating a lack of strong enthusiasm or advocacy. These cus-
tomers represent a segment that is generally satisfied but
may not actively promote the app or exhibit strong loyalty.
Their feedback provides valuable insights into areas where
the app meets expectations but may fall short of eliciting a
passionate response [29]. Understanding the perspectives
of passive users is essential for developers seeking to bridge
the gap between satisfaction and advocacy, as their feed-
back can uncover opportunities for improvement that may
enhance the overall user experience and potentially convert
them into promoters [30]. Therefore, acknowledging and
addressing the needs of passive individuals is crucial for op-
timizing app performance and fostering a broader base of
enthusiastic advocates.
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At the same time, detractors, indicating a score between 0
and 6 on the Net Promoter Scale for mobile applications,
signify dissatisfied clients who are unlikely to engage with
or advocate for the app. Their responses reflect signifi-
cant discontent with the service provided, highlighting ar-
eas where the app falls short of meeting user expectations
or fails to address their needs effectively. Detractors pose
a critical challenge for developers, as their feedback illumi-
nates potential pain points and areas requiring urgent at-
tention [31]. Understanding the perspectives of detractors
is paramount for identifying and rectifying issues that may
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hinder user satisfaction and impede the app's success [32].
By addressing the concerns raised by detractors, develop-
ers can strive to improve overall user experience, mitigate
churn, and potentially convert detractors into more satis-
fied users over time [33]. Therefore, proactively address-
ing the concerns of detractors is essential for fostering a
positive reputation, retaining users, and driving sustained
growth in the competitive mobile application landscape.
Additionally, the collected data is subsequently transformed
into Net Promoter Score (NPS) categories and presented in
Table 2.

TABLE 2
SCORE CONVERSION TO THE NPS CATEGORY

Calculation

Respondents NPS Score  Score Categories
Respondent 1 9 Promoters
Respondent 2 10 Promoters
Respondent 3 9 Promoters
Respondent 4 8 Passives
Respondent 5 9 Promoters
Respondent6 9 Promoters
Respondent 7 10 Promoters
Respondent 8 5 Detractors
Respondent 9 10 Promoters
Respondent 10 4 Detractors
Respondent 11 9 Promoters
Respondent 12 10 Promoters
Respondent 13 9 Promoters
Respondent 14 10 Promoters
Respondent 15 10 Promoters
Respondent 16 10 Promoters
Respondent17 9 Promoters
Respondent 18 7 Passives
Respondent 19 8 Passives
Respondent 20 8 Passives
Respondent 21 7 Passives
Respondent 22 3 Detractors
Respondent 23 9 Promoters
Respondent 24 10 Promoters
Respondent 25 9 Promoters
Respondent 26 9 Promoters
Respondent 27 10 Promoters
Respondent 28 10 Promoters
Respondent 29 9 Promoters
Respondent 30 10 Promoters
Respondent31 10 Promoters
Respondent32 10 Promoters
Respondent33 8 Passives
Respondent34 5 Detractors

Promoters = 34 Passives = 8 Detractors = 8
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CONT.....

Respondents NPS Score

Score Categories Calculation

Respondent 35 4
Respondent 36 10
Respondent37 5
Respondent 38 10
Respondent 39 8
Respondent40 7
Respondent 41
Respondent42 10
Respondent 43 10
Respondent44 9
Respondent45 9
Respondent46 9
Respondent 47 4
Respondent48 9
Respondent49 10
Respondent 50 6

Detractors
Promoters
Detractors
Promoters
Passives

Passives

Promoters
Promoters
Promoters
Promoters
Promoters
Promoters
Detractors
Promoters
Promoters
Detractors

Based on the respondents' data presented in Table 2, it can
be deduced that out of the total respondents surveyed, 34
individuals were categorized as promoters of mobile gam-
ing education. These respondents expressed high levels of
satisfaction and enthusiasm, indicating a strong likelihood
of recommending the educational mobile gaming platform
to others. Additionally, 8 respondents fell into the passive
category, suggesting a moderate level of satisfaction with
the platform but lacking the same level of enthusiasm and
advocacy as promoters. Furthermore, 8 respondents were
identified as detractors, indicating dissatisfaction with the
mobile gaming education platform and an unlikely propen-
sity to utilize or endorse it. These findings highlight the di-
verse range of perspectives among respondents regarding
the platform's effectiveness and user experience, emphasiz-
ing the importance of addressing concerns raised by detrac-
tors while further engaging and leveraging the support of
promoters to enhance overall user satisfaction and app suc-
cess.

NPS Formula Implementation

NPS is calculated by subtracting the percentage of detrac-
tors from the percentage of promoters. Passives, those who
score a 7 or 8 on the NPS scale, are not included in the cal-
culation. Based on [32] passives are neutral, lack of impact,
and inclusion in the denominator. Passives are commonly
seen as exhibiting a neutral or uninterested stance towards
the product. While individuals may have a positive inclina-
tion towards it, their level of satisfaction may not be suffi-
cient to warrant recommending it to others. The absence of
bias and absence of allegiance render them somewhat less
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captivating than critics or advocates since they can be per-
ceived as neither a valuable resource nor a hindrance to the
advancement of a mobile application [34]. The impact of
passives on growth or decrease is not substantial. The pres-
ence of a greater number of promoters compared to detrac-
tors signifies a state of growth, whereas a higher number of
detractors relative to promoters suggests a state of decline.
Previous research shows that the presence of a higher num-
ber of passive constructions does not offer a definitive indi-
cation of either [35]. Although passives are not counted in
the numerator of the NPS, they are included in the denomi-
nator, which represents the overall number of replies. This
phenomenon leads to a decrease in the NPS when the over-
all denominator expands, resulting in a reduction in the NPS
[32]. Besides, calculations were done using the NPS For-
mula as follows:

~ [(34x100)]  [(8 x 100)
NPS = [ 50 50
NPS — [3400} B {(800)}

50 50
NPS =68 — 16
NPS =52

In the given scenario, the calculation of the NPS yields a
score of 52, derived from the formula NPS = (Promoters -
Detractors)/Total Respondents. With 34 promoters and 8
detractors out of a total of 50 respondents, the NPS reflects
a positive sentiment towards the mobile gaming education
platform. This score suggests a relatively favorable percep-
tion among users, indicating potential for growth and con-
tinued success.Analyzing NPS
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Expanding on the analysis of the Net Promoter Score (NPS)
of 52, it's essential to delve into the implications and action-
able insights derived from this figure. This score signifies
a predominantly positive sentiment among users towards
the mobile application UX testing, with a notable majority of
respondents identifying as promoters, indicating satisfac-
tion and potential advocacy. However, while a score above
50 suggests a favorable standing, it's crucial to recognize
that the effectiveness of this score is contingent upon vari-
ous industry-specific and contextual factors. A positive NPS
number denotes a favorable position, showcasing a higher
proportion of promoters compared to critics.

Thus, surpassing the 50-point threshold is indicative of per-
formance that exceeds the average and is generally per-
ceived as commendable within the industry. However,
it's important to consider that achieving an NPS above 50
doesn't necessarily equate to absolute success, as there may
still be areas for improvement and optimization. In light
of this, focusing on converting detractors into passive indi-
viduals emerges as a strategic imperative. While promot-
ers advocate for the mobile application, detractors present
an opportunity for improvement, highlighting areas of dis-
satisfaction and unmet needs. By addressing the concerns
of detractors and enhancing the user experience, organiza-
tions can mitigate negative sentiment and cultivate a more
positive perception among users.

III. DISCUSSION

The Net Promoter Score (NPS) of 52 obtained in mobile ap-
plication UX testing represents a positive indication of user
sentiment and satisfaction. However, it's essential to con-
textualize this score within the industry landscape, and spe-
cific user needs to derive actionable insights. A high NPS
score in mobile application UX testing signifies that the app
is user-friendly, intuitive, and effectively meets the needs of
its target audience. [36] elucidate several factors contribut-
ing to a favorable score in mobile application UX, including
ease of use, efficient design, user satisfaction, and consis-
tency.

Firstly, ease of use is paramount in ensuring a positive user
experience. This aligns with the fact that mobile appli-
cations should be intuitive and easy to navigate, allowing
users to quickly grasp how to utilize their features [37]. Sec-
ondly, an efficient design streamlines user interactions, en-
suring that users can accomplish tasks seamlessly and with-
out unnecessary friction [38]. Thirdly, user satisfaction is
a key metric in evaluating the success of UX design. Previ-
ous researchers also stated that users should find the app
enjoyable and satisfying to use, a factor that can be gauged
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through user feedback and ratings [39, 40]. Lastly, consis-
tency in design and functionality across various devices and
platforms is crucial for maintaining a cohesive user experi-
ence. This also aligns with the findings of [41].

While a score above 0 in the absolute NPS method is gener-
ally considered favorable due to the presence of more pro-
moters than detractors, it's imperative to recognize the lim-
itations of NPS when used in isolation. NPS may not cap-
ture all dimensions of usability, and its relevance is con-
tingent upon sample size adequacy. Therefore, it's recom-
mended that NPS be complemented with other usability
metrics and qualitative feedback to obtain a comprehen-
sive understanding of the user experience. By incorporating
qualitative feedback alongside NPS, organizations can pin-
point specific areas requiring enhancement and gain deeper
insights into user sentiment and preferences.

Thus, while NPS provides a valuable quantitative measure
of customer loyalty and satisfaction [33, 28], its efficacy
is maximized when used in conjunction with other usabil-
ity indicators and qualitative feedback [42]. NPS serves as
a valuable tool for assessing the success of UX testing, of-
fering insights into user sentiment, and providing a basis
for strategic decision-making. However, to truly optimize
the user experience and drive continuous improvement, or-
ganizations must adopt a multifaceted approach that inte-
grates NPS with other usability metrics and qualitative in-
sights. By doing so, organizations can ensure that their mo-
bile applications not only meet but exceed user expecta-
tions, fostering long-term engagement and loyalty in an in-
creasingly competitive digital landscape.

A. Study Implications

This study contributes to methodological advances in mo-
bile application UX testing by demonstrating the efficacy
of rigorous testing methodologies in uncovering user senti-
ment and satisfaction. Future research could explore novel
approaches to integrating NPS with other usability met-
rics and qualitative feedback to further enhance the valid-
ity and reliability of UX assessments. The insights gained
from our study shed light on user behavior and preferences
in the context of mobile applications. Future research could
delve deeper into understanding user motivations, usage
patterns, and the factors influencing user satisfaction and
loyalty, providing valuable insights for UX design and opti-
mization.

Additionally, the Net Promoter Score (NPS) obtained in
this study serves as a valuable metric for guiding strate-
gic decision-making in mobile application development. By
leveraging NPS insights alongside other usability metrics
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and qualitative feedback, organizations can prioritize UX
initiatives, allocate resources effectively, and drive contin-
uous improvement. Our study underscores the importance
of adopting a user-centric approach to mobile application
design and development. By integrating qualitative feed-
back with NPS, developers can gain deeper insights into
user preferences, behavior, and pain points, informing de-
sign decisions that better meet user needs and expectations.
Proactively detecting and rectifying UX issues during the
testing phase can help optimize development costs. By ad-
dressing issues early in the development lifecycle, organiza-
tions can avoid costly rework and iterations, streamline the
development process, and maximize resource efficiency.
Furthermore, organizations can leverage NPS insights to
gain a competitive advantage in the mobile application mar-
ket. By delivering a seamless, intuitive, and gratifying user
experience, organizations can increase user engagement,
retention, and loyalty, ultimately leading to higher conver-
sion rates and increased profitability. Finally, improving the
overall quality of mobile applications based on NPS insights
can lead to enhanced user satisfaction and positive word-of-
mouth referrals. Organizations that prioritize user experi-
ence and actively address user feedback are more likely to
build strong relationships with their user base and foster
long-term loyalty.

IV. CONCLUSION
In this study, we conducted a comprehensive evaluation of
the user experience (UX) of mobile applications through rig-
orous testing methodologies. Our objectives were to as-
sess various aspects of mobile applications, identify exist-
ing issues, gain insights into user behavior, optimize de-
velopment costs, and enhance sales and user satisfaction.
Through our analysis, we obtained a Net Promoter Score
(NPS) of 52, signifying a favorable perception among users
and a higher proportion of promoters compared to detrac-
tors. This score underscores the effectiveness of our test-
ing methodologies in uncovering user sentiment and sat-
isfaction. Our findings highlight the importance of a high
NPS score in mobile application UX testing, indicating that
the apps under evaluation are user-friendly, easy to navi-
gate, and meet the needs of their target audience. Moreover,
by integrating qualitative feedback with NPS, we gained
deeper insights into user behavior, preferences, and pain
points, informing design decisions and optimization strate-
gies. Furthermore, our study emphasizes the significance of
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complementing NPS with other usability metrics and quali-
tative feedback to drive continuous improvement. By proac-
tively detecting and rectifying UX issues during the testing
phase, developers can optimize development costs and en-
hance the overall quality of mobile applications.

A. Limitations and Future Directions

While our study provides valuable insights into mobile ap-
plication UX testing and the implications of NPS analysis,
there are several limitations that warrant acknowledgment.
Additionally, there are opportunities for future research to
further advance our understanding of user experience and
optimization strategies. This study focused on a specific
set of mobile applications and user demographics, which
may limit the applicability of the findings to other contexts.
Future research could explore how contextual factors such
as cultural differences, industry-specific requirements, and
technological advancements influence user experience and
NPS scores. While this study employed rigorous testing
methodologies, methodological limitations may be inherent
in the measurement and analysis of NPS. Future research
could explore alternative NPS assessment and validation
methodologies to enhance the reliability and validity of the
results. Moreover, investigating cross-cultural differences
in mobile application UX and NPS scores could offer valu-
able insights into user preferences and behavior across di-
verse cultural contexts. Comparative studies could identify
cultural factors influencing user satisfaction and inform cul-
turally sensitive design strategies. Finally, exploring the in-
tegration of emerging technologies such as augmented real-
ity (AR), virtual reality (VR), and artificial intelligence (AI)
into mobile application UX testing and NPS analysis could
open new avenues for innovation. By harnessing the po-
tential of these technologies, organizations can create im-
mersive and personalized user experiences that drive user
engagement and satisfaction.
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