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Abstract

Mobile health applications have become an important tool for promoting public health and
raising health awareness in the COVID-19 epidemic crisis. The growing importance of mobile
health has led the World Health Organization to make significant efforts in this area, and since
2009 many reports of initiatives and the emergence of new trends in this field has been
published every year. Therefore, the use of mobile phones and their applications play a vital
role in health care, especially in critical situations such as COVID-19. Researchers have
acknowledged that improving the quality of users’ experience in health applications has led to
tremendous progress in the implementation of apps to prevent and reduce the Corona epidemic
in governments. However, there is limited knowledge about what factors affect the customer
experience in using mobile health applications. Therefore, the purpose of this study is to
provide a framework of factors affecting the quality of customer experience in health
applications. The present study is considered as an applied research in terms of purpose, is
exploratory in terms of nature and descriptive method, and is mixed in terms of approach. In
the first phase of the research, in addition to a comprehensive review of studies, using a
qualitative approach, semi-structured interviews with 13 experts in the field of health
applications were conducted to identify the dimensions and quality indicators of customer
experience in mobile health applications. In the second stage, the dimensions and indicators
identified by those who had experience using these programs were weighted and prioritized
using the weighted average method. According to the findings, after completing the research
framework, five dimensions including technological and functional, sensorial, cognitive,
emotional, interactive/social and 55 indicators classified in each dimension were identified and
approved by experts of statistical population. The results showed the technological and
functional dimension is in the first rank and cognitive, sensory, interactive / social dimension,
emotional dimension are in the second rank to the last, respectively. The current research is
among the first studies that have been conducted in the field of user experience in mobile
health applications and provides practical insights for the developers of mobile health
applications regarding the design of user-friendly applications.
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