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Abstract This study is a usability evaluation of “Solcounsel” an anonymous SNS-based mobile
mental-health counseling service platform that comprehensively addresses mental-health issues and is
directly developed, operated, and provided counseling services by mental-health social work expert. For
the study, usability was assessed using the Mobile Application Rating Scale (MARS) with mental-health
social-work experts, and an expert Focus Group Interview (FGI) was subsequently conducted based on
these results.The findings indicated that, among the objective evaluation indicators, the domains related
to behavior change—such as the reliability of information provided, the potential for behavior change,
and the user’s help-seeking tendencies—received notably positive evaluations. In contrast, the objective
indicators for engagement, interest, personalization, aesthetics, and functional usability showed clear
limitations. It was found that experts generally rated the overall score for app use within the subjective
quality assessment domain as average or below, indicating that the platform requires substantial overall
improvement, particularly in its UI/UX aspects. Based on these findings, the study presents practical and
policy recommendations aimed at supplementing existing qualitative research on platform developers
and user experiences, exploring future directions for redesigning the platform into a more professional
and mainstream mobile mental-health counseling service, and providing academic evidence to enhance
its potential for broader public utilization.

Key Words : An Anonymous SNS-Based Mobile Mental Health Counseling Service Platform, Solcounsel,
Usability Evaluation, Expert FGI
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(Table 1> Demographic Characteristics of Research

Participants
.| Age/ )
Fart'CGender T Specialty Career Background
ipant Initia Category
Mental Community Mental Health V\/elfare__Cen_ter
P 1 P9 / Mot Social Mental Healtn| %Y. 8. Social Rehabilitation
Cha00 . Facility (3m), Psychiatric
Worker Social Work ; )
Specialty Hospital (8m)
40s / F| Mental |Hospital-based

P 2 |JeongOHealth Sociall Mental Health Psychiatric Specialty Hospital

0 Worker Social Work 10y or more)

Mental Community

P 3 P25/ Mhealth Socil Mental Health Me”ta‘(gHeZ';: \é\r’er';aorr‘i)ce”ter
Worker Social Work Y
Mental Community

P4 Agzn/()gﬂ Health Social| Mental Health Menta\(;ezgl:: \éYeriegr‘ae)Center
Worker Social Work Y
Mental Community

P 5 2=/ Mhaith Socil Mental Health M H(ga'thVXf('j;r)e Center
Worker Social Work Y
Mental Community

P 6 3|’—|Oasm/0('J: Health Social| Mental Health Mental I-igaltgrvynecl)zr)e Center
Worker Social Work Y

Hospital-based|Mental Health Welfare Center

Mental and + Psychiatric Specialty

P 7 [40s / FHealth Sociall Community
Worker | Mental Health
Social Work

Hospital (10y or more);
Specialty: Addiction
Treatment
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(Table 2) Results of Expert MARS Scale Evaluation, Qualitative Assessment, and Expert FGI Analysis

Cl?'gilfgat Mean, SD, and
ltem Range (Min_—l\/lax) pe Qualitative Evaluation of Key Content and Improvement Directions
Average Sub-item
‘Entertainment and interest were rated at an average level, with over half of respondents finding them "uninteresting"
Entertainment or ”ordinary“ - ) . N T .
343 £ 0.98 (2-5) -Customization and target appropriateness were above basic levels, but limited diversity and granularity in options
g ffected satisfaction .
Interest _a - " . . L . .
Engagem| 343 £ 0.98 (2_5) Irgtseprggggg was generally positive, but some areas remained at a basic level, requiring more diverse feedback and rapid
ent 3 ?Xsiogggtk%EA) ‘Improvement: Expand motivational and re-engagement elements such as daily missions, challenges, and rewards;
JN—— . Ingera-ction strengthen age— and situation-specific content; and build an intuitive, fast interaction/feedback system.
p§)7 | 3.43 £ 1.40 (1-5) "While the professional quality of the content is excellent, there is a lack of ‘fun’ or 'reward' systems to encourage
: : irar-get consistent user engagement."

IAppropriateness 3.86

"Gamification elements such as daily missions or challenges should be introduced to make accessing the app a source

of daily enjoyment."

+ ! i N . - . . .

069 (3-9) As the app is used by various age groups, motivational content customized to the needs of different generations needs
to be supplemented.”
-Performance is relatively reliable, though minor technical instabilities like intermittent slowdowns or bugs exist.
-Ease of use was rated low, as the overall app is not intuitive and requires multiple steps/clicks to access services.

Performance -Navigation is generally fine, but over 40% of users felt discomfort due to complex paths and excessive stages

3.71 £ 0.95 (3-5)

-Gestures are highly rated, but the absence of certain functions (e.g., pinch-to-zoom) causes inconvenience in visibility

Funl(i:tlona Ease of Use 3.86 *| and operation .
ty 0.90 (3-5) ‘Improvement: Completely review UI/UX for simplification (strengthening one-click/intuitive paths). Enhance onboarding,
Approx Navigation provide tutorials for each _function, and ensure fast access to frequently used services. Repeated improvement based
35 | 386 +0.90 (3-5) | on user usability testing is recommended. .
’ Gestures Overall, the interface is not intuitive, requiring too many unnecessary steps to access counseling services.
4.14 + 0.69 (3-5) | 'Technical stability is good but there is an urgent need for onboarding guides or functional tutorials for first-time users."
"The introduction of a Slmple Mode' should be considered to streamline the counseling process and allow one—click
access to core menus.
-Layout: 43% positive (clear/professional) mixed with 56% negative (lack of intuitiveness).
-Graphics: Over half pointed out outdated design/resolution and monotonous color schemes .
-Visual Appeal: Lack of color variety or highlight effects, leading to visual fatigue or overall monotony .
Aesthetic Layout “Improvement: Conduct an overall renewal reflecting current trends, specifically modifying menu positions and
S 329 1 11 (2-5) | highlighting functions through visual differentiation. Provide age-appropriate visual materials and reflect user feedback
Graphics to retain loyal users.
Approx 343 £ 1427 (2-5) | "Since it has been five years since commercwahzat\on the overall design and graphical elements feel somewhat
36 Visual Appeal monotonous and dated compared to current trends."
' 3.71 £ 1.11 (2-5) |"The text-heavy composition can cause visual fatigue for users; therefore, visual changes utilizing infographics and
illustrations are necessary.
"A layout rearrangement is urgent\y needed to improve visual intuitiveness by applying differentiated color points or
emphasis effects to major menus.
‘Info quality and quantity are excellent regarding professional credibility. However, some improvements are needed in
clarity and depth.
Info Quality “Visual info was rated lower, with 57% finding it confgsing/unclear due to text-heavy structures and visual fatigue .
. -Source credibility is very high, but requires strengthening through external validation or more diverse expert activities.
| | 4.14 £ 069 (3-5) |. . ? : f : ' p - -
nformati Info Quantity Improvement: Supplement information with tables, images, and infographics, and add emphasis elements like bold
on 414 + 0.90 (3-5) Imes_/colors for key points. Reflect the latest data, strengthen expert verification, clarify sources, and utilize a
A Visual Info "muln expert system. ] ) ) ) ) ) ]
PProX. | 39170 .95 (3-5) The reliability and quall}y of information are incomparably superior to other apps, as field experts provide direct
4.1 Source Credibility "cognselmg and advice. ) } o S )
271 + 049 (4-5) \tt is rTgrettabIe that professional information is listed only as long—form text, making it difficult to grasp key points
at a glance
"The scope of information should be expanded by continuously updating latest data and adding credible self-check
tools."
-Recommendation intent is relatively high, though 28% were cautious or hesitant .
-Predicted usage: 43% intended to use it less than 10 times a year, indicating a need for strategies to maintain
high—frequency users .
Recommendation | -Willingness to pay is near "average," necessitating serious consideration of paid service strategies by visualizing value
Subjectiv 4.14 + 0.90 (3-5) | and satisfaction . ) B o
& Qualit Predicted Usage | The overall app score is low, requiring comprehensive improvements and changes . ] ]
Y| 3.43 + 0.79 (2-4) ‘Improvement: Share positive user experiences, reviews, and recovery success stories. Clarify core functions/purposes
Approx Willingness to Pay | to enhance cost-effectiveness, and implement service renewal/marketing strategies. "While the intention to
37 3.43 + 0.53 (3-4) | recommend the app to others is high due to the professmnallsm of the service, there is a concern that actual usage
' App Total Score | frequency may decrease due to Ul inconveniences.
3.86 + 0.90 (3-5) |'lts value as a free service is sufficient, but functional and aesthetic satisfaction still seem lacking for transition to a
paid service."
"If clinical expernse and technical convenience are harmonized, it has sufficient potential to become a highly competitive
platform.”
Awareness -All sub-items for behavior change potential were evaluated very positively, influenced by the credibility of the
4.29 + 0.76 (3-5) | developer/operator's professional expertise
Knowledge ‘However, some passive responses (20-30%) were present regarding intention and help-seeking, indicating a need to
A 4.29 + 0.76 (3-5) | visualize real-life behavior changes and progress.
\mpzfct Attitude -0lImprovement: Strengthen the visualization of successful changes and community spirit. Open channels for expert or
P 4.14 + 0.90 (3-5) | group feedback on the execution of daily changes to enhance communication. Introduce practical methods (CBT,
Approx Intention "meditatioin), _feedb_ack systems, and a case management system within the app. ) ) )
42 4.14 + 0.90 (3-5) |"Communicating ywth experts in an anonymous environment plays a key role in lowering psychological barriers and
’ Help-seeking increasing users' help—seeking intentions.

4.14 £ 0.69 (3-5)
Behavior Change
4.29 + 0.76 (3-5)

"Beyond simple changes in awareness, a case management system that tracks and provides feedback on behavioral

changes should be introduced to aid actual recovery in daily life." "Therapeutic effects will be further enhanced if
channels are reinforced for users to visually check their progress and share it with experts."
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