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ABSTRACT

The rapid adoption of mobile applications has fundamentally transformed the digital landscape,
reshaping how users engage with technology and interact with digital platforms. This thesis
explores user behavior in three key contexts: chatbots, over-the-top platforms, and matrimonial
applications. Focusing on the critical aspects of user engagement, simultaneous use of multiple
platforms, and discontinuation behavior, the research draws on a range of theoretical
frameworks, including Cognitive Absorption theory, the Information Systems Success Model,
the Theory of Consumption Value, the Dedication-Constraint Model, and Complexity Theory.
This comprehensive approach provides new insights into the multifaceted nature of user

behavior and its implications for mobile application design and management.

The first study examines how system and user characteristics influence user engagement with
anthropomorphic and non-anthropomorphic chatbots. By synthesizing insights from Cognitive
Absorption theory and the Information Systems Success Model, this study develops a novel
conceptual framework to investigate the dynamics of user immersion. The findings reveal that
information quality, system quality, and service excellence are key drivers of engagement, with
distinct pathways observed for anthropomorphic and non-anthropomorphic chatbots. This
study highlights the importance of tailoring chatbot design to meet diverse user needs, thereby

enhancing interaction and satisfaction.

The second study investigates the simultaneous use of multiple over-the-top platforms,
focusing on the interplay of functional, social, experiential, and epistemic value dimensions
that influence user decisions. A comparative analysis of collectivist and individualistic cultural
contexts reveals significant differences in consumption behaviors. In collectivist societies such

as India, affordability, social influence, and community-driven recommendations are



predominant factors, whereas in individualistic societies like Australia, personalization and
content diversity are more significant. These findings emphasize the need for culturally
sensitive strategies to address the diverse motivations underlying user behavior in competitive

digital markets.

The third study explores the factors driving user discontinuation in the context of matrimonial
applications, utilizing the Dedication-Constraint Model to analyze the emotional and rational
mechanisms influencing this behavior. The findings highlight that emotional commitment,
while often fostering retention, can paradoxically lead to disengagement when expectations are
unmet. Rational evaluations of switching costs, influenced by factors such as structural
assurance, relational capital, and interface quality, also play a crucial role in discontinuation
decisions. This study underscores the importance of balancing emotional and functional

considerations to improve user retention and satisfaction.

The research employs a dual-methodological approach, combining structural equation
modeling and fuzzy set qualitative comparative analysis to capture the complexity of user
behavior. Structural equation modeling evaluates hypothesized relationships and measures the
direct and indirect effects of key factors, while fuzzy set qualitative comparative analysis
identifies multiple configurations that lead to specific outcomes. This methodological
integration provides a comprehensive understanding of user interactions and decision-making

processes.

This thesis contributes to the fields of information systems and consumer behavior by
extending existing theoretical frameworks and providing practical insights for mobile

application developers, managers, and policymakers. It emphasizes the importance of user-



centered, culturally sensitive, and contextually adaptive strategies for optimizing user

engagement, reducing attrition, and fostering long-term loyalty.

By integrating advanced theoretical models and methodological tools, this research addresses
critical gaps in understanding user behavior and offers actionable recommendations for
navigating the complexities of the digital ecosystem. This work provides a foundational
platform for future studies, advancing the academic discourse on the evolving dynamics of

mobile application usage and management.
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