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Executive Summary:

ow do your customers in the U.S. rate the quality of your retail 

brand’s mobile app across Android and iOS? This report answers 

that question and provides IT, product and marketing leaders 

with a benchmark of the quality of mobile apps across 74 of the largest 

retail brands, including Amazon.com, eBay, Starbucks and Walmart, 

and 14 industries, including apparel, electronics & entertainment and 

restaurants. We also show the highest and lowest rated retail brands 

and industries. IT, product and marketing leaders should use this report 

to discover how customers rate your mobile app quality, understand 

your competitive landscape and set goals for optimizing your app 

quality management practices in 2015 as you proceed along the path to 

a winning retail app, as defined by your customers.
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The State Of The U.S. Retail Apps Economy

Until today, no one has attempted to document the state of app quality 

across the modern apps economy. Until today, no one had the tools to 

measure customer sentiment as channeled through app store ratings 

and reviews. Until today, enterprise brands were flying blind on what 

customers love and hate about your mobile apps and lacked an open 

benchmark with which to compare your app quality against your 

competitors’. Until today.

Introducing ARC 360’s Retail Report

Applause, the 360º app quality company, has commissioned this  

inaugural ARC 360 report on the state of the U.S. retail apps economy 

to help the world’s largest retailers in the U.S.—and those that 

compete against them—to understand how customers perceive 

your app quality and to rapidly improve the experience for your 

mobile users. And we’ve also launched a travel edition, with plans 

to release additional industry editions in subsequent months.  

Suggestions welcome.

Study Methodology

In order to build the retail mobile app quality index, ARC 360:

■  ■ Selected the top 100 retailers as defined by the National Retail Federation 
in July 2014 plus an additional 25 enterprise retail brands as recognized by 
distinguished industry sources.
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■  ■ Determined whether these 125 retail brands offered a mobile app across 
Android and iOS. If they offered more than one, we selected the flagship 
app that serves as the front door to their brand. If they didn’t offer a mobile 
app, we excluded them from the index - but hope to see them in subsequent 
editions of this ARC 360 report.

■  ■ Analyzed the quality of the retail apps using Applause Analytics, a mobile 
app analytics tool that crawls every rating and review from the top apps 
stores, including Apple App Store and Google Play. Applause Analytics re-
ports a mobile app quality score, as defined by customers, on a scale of 0 to 
100.

The Retail Apps Economy Spans 14 Industries

Of the 125 retail brands selected to participate, only 74 qualified for 

the Applause mobile app quality index. This is due to retail brands not 

yet delivering a mobile app to the Android 

and iOS markets or not receiving enough 

customer feedback on the quality of the 

apps via app store ratings and reviews in 

the U.S.

The distribution of mobile app quality 

scores varied significantly across 14 retail 

industries, with health & beauty and drug 

stores averaging the highest scores (72 and 51, respectively) and small-

format value retailers rounding out the list with a 23 average. Here’s 

how customers rated the 14 retail industries within today’s modern 

apps economy (see Figure 1):
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APP TRENDS:

Did you know that across 

more than 200 million 

apps in the U.S. app 

stores, the average app 

quality score is 66.5? In 

other words, a “D” - a 

passing grade but nothing 

to write home about.

http://www.applause.com/mobile-analytics


Defining The App Quality Scale

Across each of the 14 retail industries, Applause measured the app 

quality sentiment of Android and iOS users and plotted the resulting 

app quality scores as defined by customers on a scale of: Poor, Fair, 

Good, Excellent and Winning. For each of these classifications, retail 

app quality scores ranged from:

■  ■ Poor: 0 to 39 (apps with which customers are disappointed)

■  ■ Fair: 40 to 59 (apps customers tolerate because they serve a purpose)

■  ■ Good: 60 to 69 (apps that customers like)

■  ■ Excellent: 70 to 89 (apps that customers love)

■  ■ Winning: 90 to 100 (apps that win customers’ applause)
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figure 1

SOURCE: APPLAUSE ANALYTICS, OCTOBER 27, 2014 AVG. SCORE

Health & beauty
Drug stores

Hobby & crafts
Home improvement

Electronics & entertainment
Mass merchants

Apparel
Sporting goods

Restaurants
Supermarkets

Home goods
Department stores

Office supply
Small-format value

72
51
46
46
45
44
40
39
37
36
31
31
28
23

POOR FAIR GOOD EXCELLENT WINNING

100908070605040300 10 20

APPLAUSE RETAIL MOBILE APP QUALITY INDEX - MINIMUM, AVERAGE & MAXIMUM SCORE

AVERAGE
SCORE

CATEGORY MIN/MAX 



The Good,The Bad And The Ugly Of Retail

Some customers’ ratings of retail apps really stood out, for both good 

and bad reasons (see Figure 2). Some of the best and worst retail brands 

for app quality as defined by their customers include:

■  ■ The four retail brands that achieved more than 20,000 app store ratings and 
reviews and an average app quality score above 60 across both Android and 
iOS are Walgreens (Android snapshot), Amazon.com (Android snapshot), 
Pizza Hut (Android snapshot) and eBay (Android snapshot). Each of these 
retail brands earned an app quality score of more than 60 with each score 
powered by more than 20,000 reviews.

■  ■ The four retail app quality leaders for Android are Barnes & Nobles (An-
droid), Amazon.com (Android), Pizza Hut (Android) and eBay (Android). 
Each of these retail brands earned an app quality score of more than 60 
with each score powered by more than 20,000 reviews.

■  ■ The three retail app quality leaders for iOS are eBay (iOS snapshot), Pizza 
Hut (iOS snapshot) and Walgreens (iOS snapshot), with honorable mentions 
for CVS Health (iOS snapshot) and Target (iOS snapshot). These retail brands 
earned app quality scores of 60 or above and their scores were powered by 
more than 20,000 reviews, while CVS and Target fell just short with approx-
imately 17,500 reviews each.

■  ■ The two retail app quality laggards as defined by their customers for both 
Android and iOS are AT&T Wireless and Verizon Wireless. These two global 
telecom brands earned poor app quality scores (below 40) across both An-
droid and iOS. AT&T averaged a 35 for app quality across 17,122 reviews 
while Verizon earned a 31 average score across 16,716 reviews. Both of 
these apps were severely hamstrung with single-digit elegance and low sat-
isfaction scores, suggesting usability cycles are in order to determine the 
value they provide to customers, how efficiencies can be better optimized 
and how the presentation can be simplified.

■  ■ Some of the lowest average scores with a lower bar for number of reviews 
belonged to Burger King (14 average app quality score across 793 reviews), 
Kohl’s (19 average app quality score across 1,879), McDonald’s (18 average 
app quality score across 1,114) and Michaels Stores (16 average app quality 
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score across 5,839). Each of these brands should take this as an opportunity 
to redefine its app quality approach to better serve its customers in their 
mobile moments (see additional commentary in the Recommendations sec-
tion below).
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Bath & Body Works
Nordstrom

Victoria's Secret
H&M

Aeropostale
Abercrombie & Fitch

Urban Outfitters
American Eagle Outfitters

Payless ShoeSource
GAP

Old Navy
Banana Republic

81

N/A

1,872

1,348

114

580

180

1,580

396

141

778

90

59

802

1,104

283

162

357

1,402

1,749

306

203

1,484

78

85
49*
44
42
41
39
36
30
30
29
26
25

POOR FAIR GOOD EXCELLENT WINNING

100908070605040300 10 20

APPLAUSE RETAIL MOBILE APP QUALITY INDEX - APPAREL SCORE

AVERAGE
SCORE

*IOS ONLY
SOURCE: APPLAUSE ANALYTICS, OCTOBER 27, 2014

ANDROID
REVIEWS

IOS
REVIEWS

AVG. SCORE ANDROID IOS

Nordstrom
Kmart
Sears

Macy's
J.C. Penney

Kohl's
Belk

N/A

2,386

2,507

1,357

715

1,009

119

802

1,334

1,971

700

318

870

40

49*
44
43
25
22
19
14

POOR FAIR GOOD EXCELLENT WINNING

100908070605040300 10 20

APPLAUSE RETAIL MOBILE APP QUALITY INDEX - DEPARTMENT STORES SCORE

AVERAGE
SCORE

*IOS ONLY
SOURCE: APPLAUSE ANALYTICS, OCTOBER 27, 2014

ANDROID
REVIEWS

IOS
REVIEWS

figure 2
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Barnes & Nobles
eBay

Amazon.com
Best Buy

Apple
QVC

GameStop
AT&T Wireless

Verizon Wireless
Toys "R" Us

23,519

103,649

38,294

13,563

N/A

2,117

6,816

8,103

12,092

167

12,408

52,019

5,803

15,346

4,619

1,146

1,487

9,019

4,624

88

65
64
56
53
51*
41
38
35
31
18

POOR FAIR GOOD EXCELLENT WINNING

100908070605040300 10 20

APPLAUSE RETAIL MOBILE APP QUALITY INDEX - ELECTRONICS & ENTERTAINMENT SCORE

AVERAGE
SCORE

*IOS ONLY
SOURCE: APPLAUSE ANALYTICS, OCTOBER 27, 2014

ANDROID
REVIEWS

IOS
REVIEWS

Bath & Body Works
Ulta

Sephora

81

667

175

59

536

1,533

85
66
66

POOR FAIR GOOD EXCELLENT WINNING

100908070605040300 10 20

APPLAUSE RETAIL MOBILE APP QUALITY INDEX - HEALTH & BEAUTY SCORE

AVERAGE
SCORE

SOURCE: APPLAUSE ANALYTICS, OCTOBER 27, 2014

ANDROID
REVIEWS

IOS
REVIEWS

Walgreens
CVS Health

Rite Aid

14,165

674

818

47,199

17,830

378

65
52
37

POOR FAIR GOOD EXCELLENT WINNING

100908070605040300 10 20

APPLAUSE RETAIL MOBILE APP QUALITY INDEX - DRUG STORES SCORE

AVERAGE
SCORE

SOURCE: APPLAUSE ANALYTICS, OCTOBER 27, 2014

ANDROID
REVIEWS

IOS
REVIEWS
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Hobby Lobby
Jo-Ann Stores

A.C. Moore Arts & Crafts
Michaels Stores

577

26

92

4,542

311

268

572

1,297

72
63
35
16

POOR FAIR GOOD EXCELLENT WINNING

100908070605040300 10 20

APPLAUSE RETAIL MOBILE APP QUALITY INDEX - HOBBY & CRAFTS SCORE

AVERAGE
SCORE

SOURCE: APPLAUSE ANALYTICS, OCTOBER 27, 2014

ANDROID
REVIEWS

IOS
REVIEWS

IKEA Holdings U.S.
HomeGoods (TJX)

Bed Bath & Beyond

5,279

N/A

162

3,751

107

369

47
30*
17

POOR FAIR GOOD EXCELLENT WINNING

100908070605040300 10 20

APPLAUSE RETAIL MOBILE APP QUALITY INDEX - HOME GOODS SCORE

AVERAGE
SCORE

*IOS ONLY
SOURCE: APPLAUSE ANALYTICS, OCTOBER 27, 2014

ANDROID
REVIEWS

IOS
REVIEWS

The Home Depot
Menards

Lowe's

3,884

309

1,863

2,200

88

1,029

50
47
40

POOR FAIR GOOD EXCELLENT WINNING

100908070605040300 10 20

APPLAUSE RETAIL MOBILE APP QUALITY INDEX - HOME IMPROVEMENT SCORE

AVERAGE
SCORE

SOURCE: APPLAUSE ANALYTICS, OCTOBER 27, 2014

ANDROID
REVIEWS

IOS
REVIEWS
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Walmart
Target

Sam's Club
Costco

15,623

6,077

4,405

2,904

7,800

17,436

4,352

1,667

56
49
49
23

POOR FAIR GOOD EXCELLENT WINNING

100908070605040300 10 20

APPLAUSE RETAIL MOBILE APP QUALITY INDEX - MASS MERCHANTS SCORE

AVERAGE
SCORE

SOURCE: APPLAUSE ANALYTICS, OCTOBER 27, 2014

ANDROID
REVIEWS

IOS
REVIEWS

Office Depot
OfficeMax

Staples

311

226

929

204

150

457

35
27
21

POOR FAIR GOOD EXCELLENT WINNING

100908070605040300 10 20

APPLAUSE RETAIL MOBILE APP QUALITY INDEX - OFFICE SUPPLY SCORE

AVERAGE
SCORE

SOURCE: APPLAUSE ANALYTICS, OCTOBER 27, 2014

ANDROID
REVIEWS

IOS
REVIEWS

Chick-fil-A
Pizza Hut

Chili's
Starbucks

Dunkin' Donuts
Wendy's

Taco Bell
Applebee's

McDonald's
Burger King

N/A

34,039

686

18,299

4,831

509

699

298

890

688

83*
62
44
40
39
34
20
18**
18
14

POOR FAIR GOOD EXCELLENT WINNING

100908070605040300 10 20

APPLAUSE RETAIL MOBILE APP QUALITY INDEX - RESTAURANTS SCORE

AVERAGE
SCORE

*IOS ONLY
**ANDROID ONLY
SOURCE: APPLAUSE ANALYTICS, OCTOBER 27, 2014

ANDROID
REVIEWS

IOS
REVIEWS

113

33,624

431

26,244

1,169

141

222

N/A

224

105
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Dollar General 331 4023

POOR FAIR GOOD EXCELLENT WINNING

100908070605040300 10 20

APPLAUSE RETAIL MOBILE APP QUALITY INDEX - SMALL-FORMAT VALUE SCORE

AVERAGE
SCORE

SOURCE: APPLAUSE ANALYTICS, OCTOBER 27, 2014

ANDROID
REVIEWS

IOS
REVIEWS

REI
Dick's Sporting Goods

Cabela's

343

372

354

3,574

250

266

68
29
19

POOR FAIR GOOD EXCELLENT WINNING

100908070605040300 10 20

APPLAUSE RETAIL MOBILE APP QUALITY INDEX - SPORTING GOODS SCORE

AVERAGE
SCORE

SOURCE: APPLAUSE ANALYTICS, OCTOBER 27, 2014

ANDROID
REVIEWS

IOS
REVIEWS

Whole Foods Market
Kroger

Aldi
Safeway

ShopRite
Publix

SUPERVALU
Albertsons

N/A

3,641

457

3,960

1,206

801

62

243

846

1,109

116

781

985

441

55

126

54*
45
40
38
38
32
26
14

POOR FAIR GOOD EXCELLENT WINNING

100908070605040300 10 20

APPLAUSE RETAIL MOBILE APP QUALITY INDEX - SUPERMARKETS SCORE

AVERAGE
SCORE

*IOS ONLY
SOURCE: APPLAUSE ANALYTICS, OCTOBER 27, 2014

ANDROID
REVIEWS

IOS
REVIEWS



RECOMMENDATIONS
The Path To Winning Apps,  As Defined By Customers

Every retail brand in the Applause retail mobile app quality index is 

proceeding along their own path to a winning mobile app. But whether 

they’re able to achieve winning status as rated by their customers - not 

to mention retain that standing over time - and at what rate they earn it 

really depends on where they landed in the mobile app quality index.

■  ■ RETAIL BRANDS WITH APPS RATED AS POOR need to fundamentally re-
focus their efforts on serving customers in their mobile moments, because if 
your app doesn’t serve customer needs in their everyday interactions then 
prepare to sit back and watch as your competitors do. From finding a local 
store, to researching a product, to comparing prices, to checking availabil-
ity, to purchasing and post-purchase loyalty engagements, your apps have 
to work every time, for everyone, across every device, OS, network and lo-
cation. And with the recent launch of iOS 8 and the upcoming launch of 
Android Lollipop, now is the perfect time to rethink your development and 
testing strategy in the age of the customer.

■  ■ RETAIL BRANDS WITH APPS RATED AS FAIR need to expand testing out 
of the lab and into the real world, where conditions can disrupt the user ex-
perience. Too many retail companies test almost exclusively in an internal 
test lab or via a traditional outsourced model, which simply relocates the 
test lab. But winning mobile apps demand additional testing where users 
naturally interact with your digital experiences. And with new retail tech-
nologies like beacons, payment systems and beyond, testing in the lab is a 
great start but in-the-wild testing is a necessity to ensure your digital expe-
riences hold up to real world use cases.

■  ■ RETAIL BRANDS WITH APPS RATED AS GOOD should expand their devel-
opment and testing efforts from functional to usability, localization, load/
performance and security. Because today’s user expectations are incredibly 
lofty, your apps have to do more than work. They have to be intuitive, offer 
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rock solid stability, perform quickly, shine under pressure and keep your 
customer information secure and private. But the No. 1 goal of your apps 
is to delight your users—when and where they want to interact with your 
brand. Your apps need to drive repeat usage, deeper engagement and user 
loyalty for your brand and your business. Because even a free app has im-
plications on your business and your reputation.

■  ■ RETAIL BRANDS WITH APPS RATED AS EXCELLENT should engage early 
with users on new builds as a means of identifying issues before your cus-
tomers do and to narrow future testing efforts on the most urgent issues 
that are preventing them from achieving winning app quality status. As 
an example, most of the indexed retail iOS apps faired particularly poor-
ly on elegance, security, privacy and stability (versus satisfaction, content, 
interoperability, performance or pricing, for example). And on Android, 
elegance and security attribute scores were low. Most retailers could im-
mediately benefit from usability, security and automated mobile functional 
testing to turn their most glaring app quality weaknesses into strengths.

■  ■ RETAIL BRANDS WITH APPS RATED AS WINNING must monitor on-
going user feedback to improve over time. Whether users love or hate 
your apps, they’re going to be incredibly vocal via social channels and 
app store ratings and reviews. There’s no clearer voice of the customer 
than the one that’s already screaming at you with app store ratings and 
reviews from your most passionate fans and critics alike. For any retail 
brand that wants to improve its app quality standing through the eyes of 
your customers—and we hope that’s everyone—it’s important to listen to 
and act on customer feedback.
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About ARC 360

ARC 360 from Applause is a research group dedicated to providing 

insights and data on the apps economy. ARC 360 leverages data from 

a variety of sources, including proprietary Applause data, to provide 

a 360º view of app quality. ARC 360 combines this data, with analysis, 

into reports to help brands and app developers understand what is 

happening in the apps economy. 

Learn more at http://arc.applause.com/.

About Applause Analytics

Combing through millions of ratings and user reviews submitted across 

millions of apps in the iOS and Android app stores around the world, 

Applause Analytics closes the gap between mobile app developers and 

their customers, generating actionable insights and quantifiable metrics 

based on what users are actually saying about their app experiences. 

Learn more at www.applause.com/analytics.
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