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Abstract

Government and public institutions have been releasing a number of mobile applications in
order to provide diverse public services in the mobile environment. However, due to their
one-sided and fragmented service with the lack of adequate care for users, the utilization rate
is extremely poor. Therefore, this study, based on a relevant literature review, identified and
derived the five key factors (usefulness, convenience, interactivity, information credibility, and
social pressure) for users’ mobile service adoption. Then, through in-depth interviews with five
users and five experts regarding the ‘business support app’ of one public agency (H institution)
that specializes in SMEs, we found that all of these factors are important for users’ mobile
service adoption. Users’ satisfaction could be significantly improved through real-time response
to their needs. In addition, providing them with useful and tailored information can lead to mutual
trust between public institutions and users. Consequently, as these user-oriented services can
increase users’ loyalty and boost the utilization rate of the public apps, public institutions should
always put persistent efforts to cope with users’ demands.
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