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Abstract

Large language models (LLMs) are essential
tools that users employ across various scenar-
ios, so evaluating their performance and guid-
ing users in selecting the suitable service is im-
portant. Although many benchmarks exist, they
mainly focus on specific predefined model abil-
ities, such as world knowledge, reasoning, etc.
Based on these ability scores, it is hard for users
to determine which LLM best suits their partic-
ular needs. To address these issues, we propose
to evaluate LLMs from a user-centric perspec-
tive and design this benchmark to measure their
efficacy in satisfying user needs under distinct
intents. Firstly, we collect 1,846 real-world use
cases from a user study with 712 participants
from 23 countries. This first-hand data helps
us understand actual user intents and needs in
LLM interactions, forming the User Reported
Scenarios (URS) dataset, which is categorized
with six types of user intents. Secondly, based
on this authentic dataset, we benchmark 10
LLM services with GPT-4-as-Judge. Thirdly,
we show that benchmark scores align well with
human preference in both real-world experi-
ence and pair-wise annotations, achieving Pear-
son correlations of 0.95 and 0.94, respectively.
This alignment confirms that the URS dataset
and our evaluation method establish an effec-
tive user-centric benchmark. The dataset and
code are publicly available!.

1 Introduction

Large language models (LLMs) are rapidly devel-
oping and gradually changing the way people in-
teract with computing systems and permeating di-
verse facets of work and daily life (Wang et al.,
2023a). Although LL.Ms show powerful capacities
for completing various tasks (Chang et al., 2023),
it is essential to understand how they satisfy users’
actual intents and needs (Elangovan et al., 2024).
According to related studies, many attempts have
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Figure 1: Existing benchmarks are mainly model
ability-focused and categorized by tasks (Chang et al.,
2023). We benchmark LLMs on User Reported
Scenarios (URS), which are user-centric, intent-driven,
multi-cultural, and multi-LLM usage cases involved.

been made to evaluate LLMs, which may be di-
vided into following two groups.

The first group of work (Hendrycks et al., 2020;
Clark et al., 2018; Zellers et al., 2019) considers
LLMs as task-completion models and mainly em-
ploys close-domain assessments to measure their
various task-solving abilities, such as world knowl-
edge, mathematics ability, coding skill, reason-
ing, planning, agent task, etc. (Chang et al., 2023).
However, the existing attempts focused on prede-
fined tasks, without considering the roles that hu-
mans would like LLMs to play in real-world scenar-
ios. For example, while a task was evaluated, it was
unclear if the task was important to humans and
frequently required by users in real applications.

The second group evaluates whether LLMs’ re-
sponses align with human preferences (Wang et al.,
2023b). Table 1 summarizes the user-related LLM
evaluation benchmarks. Their evaluation datasets
include synthetic data (Li et al., 2023b), human-
written data (Zheng et al., 2024), or selected user
logs from certain LLM services (Lin et al., 2024).
We can observe that these benchmarks may be lim-
ited in terms of data quality, quantity, or focus on
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Benchmark Cases Language Source Category
AlpacaEval 805 English existing datasets and synthetic data 5 sources
MT-Bench-101 1,388 English synthetic data 13 tasks
TencentLLMEval 3,000 English, Chinese human designed and written tasks 7 areas
MT Bench 80 English human written questions 8 tasks
AlignBench 683 Chinese selected questions in ChatGLM logs 8 tasks
WildBench 1,024  English selected questions in ChatGPT logs 12 tasks
URS (Ours) 1,846  English, Chinese self-reported logs with 15 LLMs 6 intents

Table 1: Comparison between user-related LLM benchmarks with our URS benchmark. The compared studies
are AlpacaEval (Li et al., 2023b), MT Bench-101 (Bai et al., 2024), TencentLLMEval (Xie et al., 2023), MT
Bench (Zheng et al., 2024), AlignBench (Liu et al., 2023a) and WildBench (Lin et al., 2024).

a single resource. They do not reflect the true dis-
tribution of intended utilization of LLMs by real
users and their effectiveness for these intents.

Besides, the categorization in current bench-
marks is mainly focused on single-step tasks (Zhao
et al., 2023; Liu et al., 2023a). However, end users
might be more interested in knowing the ability of
LLMs to satisfy their intended needs, rather than
LLMs’ performance on predefined individual tasks.
In particular, a user intent might involve multiple
model abilities with a series of tasks. For example,
when a user is asking for advice about travel plans,
this might involve model abilities of planning, per-
sonalization, and calling APIs. Consequently, the
categorization of model-side abilities complicates
the assessment of LLM performance in user-side
scenarios, making it challenging for users to select
the suitable service tailored to their specific needs.

This paper addresses the above issues in LLM
evaluations by developing a user-centric bench-
mark to examine whether LLMs’ behaviors satisfy
user needs in real-world scenarios. As shown in
Figure 1, our work is different with the existing
ability-focused benchmarks and highlighted with
the three unique characteristics:

User-centric. We benchmark LLMs from the user
perspective in both dataset construction and eval-
uation designs. Our constructed User Reported
Scenarios (URS) benchmark encompasses 1,846
authentic interactions (1,014 in English and 832
in Chinese) across 15 diverse LLM services, con-
tributed by 712 users from 23 countries, each vetted
through third-party manual quality checks. This
dataset, reflecting the real-world usage of LLMs,
is publicly available for research with user consent.
Based on this first-hand data, we design evaluations
to measure LLMs’ efficacy in satisfying real user
needs. The benchmark results align well with hu-

man preference in both real-world user experience
across intents and pairwise comparison between
LLMs. This user-centric approach promotes deeper
collaboration between LLMs and humans as their
capabilities continue to improve.

Intent-driven. Different from the task-specific
evaluations, our benchmark is categorized by user
self-selected intents, including factual question
answering, professional problem solving, text as-
sisting, asking for advice, seeking creativity, and
leisure. Such categorization provides the potential
utilization of LLMs by real users and is validated
through the user study. Based on the divided in-
tents, the users who lack specific knowledge about
the model capabilities can simplify their choice of
proper service. For researchers and developers, this
categorization helps to provide a more precise and
targeted evaluation of how well LLMs meet user
needs in diverse scenarios as one simple user intent
may demand a blend of model abilities to address
a series of tasks (Bolotova et al., 2022).
Multi-cultural. Our data is contributed by users
from 23 countries in Asia, Europe, North America,
Oceania, South America, and Africa. Their cases
cover multiple cultural backgrounds, such as na-
tions’ traditional festivals, local points of interest,
and pop culture across the globe. This brings di-
versity in LLM evaluations, which is not included
in simple translations of English-dominant con-
tent (Hershcovich et al., 2022; Huang et al., 2024b).

In this study, our contributions are threefold:

(1) We collect 1,846 authentic cases from 712
global users to form the multi-intent, multi-cultural
User Reported Scenario dataset.

(2) Based on this URS dataset, we propose an
intent-aware evaluation method to benchmark the
efficacy of 10 LLM services in satisfying user
needs in diverse real-world scenarios.
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(3) Experiments demonstrate that benchmark re-
sults align closely with human preferences, as ev-
idenced by Pearson correlations of 0.95 and 0.94
with real-world user experiences and pairwise an-
notations. These results validate that our automated
evaluation method and URS dataset establish a new
and effective user-centric benchmark.

2 Related Work
2.1 LLM Benchmark

The existing benchmarks are mainly divided into
two categories as illustrated in Figure 1. They are
model ability-focused and user-centric.
Ability-focused benchmarks. Considering the
broad capabilities of Large Language Models
(LLMs), the evaluations span a diverse range of
domains, typically categorized into Knowledge:
MMLU (Hendrycks et al., 2020), CMMLU (Li
et al., 2023a), and C-Eval (Huang et al., 2024c);
Mathematical abilities: GSMS8k (Cobbe et al.,
2021), MATH (Hendrycks et al., 2021), and
OlympiadBench (He et al., 2024a); Coding skills:
HumanEval (Chen et al., 2021), MBPP (Austin
etal., 2021), or SWEBench (Jimenez et al., 2023);
Reasoning: BBH (Suzgun et al., 2022; bench au-
thors, 2023), ARC (Clark et al., 2018), and Hel-
laSwag (Zellers et al., 2019); Agent tasks: Agent-
Bench (Liu et al., 2023b) and ToolBench (Qin et al.,
2023). Each category aims to measure specific abil-
ities expected from LLM:s.

User-Centric benchmarks. Unlike benchmarks
that focus on model capabilities, a few emphasize
user experience with chat-based LLMs. Table 1
details related user-centric benchmarks. However,
we notice several problems with these benchmarks.
AlpacaEval (Li et al., 2023b), MTBench (Zheng
et al., 2024), and MT-Bench-101 (Bai et al., 2024)
are limited in data quality or quantity. Ten-
centLLMEval (Xie et al., 2023) used tasks that
were designed by hand and written by 50 anno-
tators, an approach that may lead to deviation
from real-world scenarios. AlignBench (Liu et al.,
2023a) and WildBench (Lin et al., 2024) are con-
structed based on real-world use cases from logs
of one specific LLM, which may introduce bias
since the users may have access limitations to cer-
tain LL.Ms and use LLM services selectively de-
pending on their needs. Furthermore, the existing
user-centric benchmarks mainly do not consider
multilingual and multi-cultural aspects, which are
covered in our dataset.

2.2 Evaluation Methods

Besides dataset constructions, evaluation methods
are crucial in developing benchmarks. To simplify
evaluation processes, many studies utilize multiple-
choice questions as criterion (Hendrycks et al.,
2020; Li et al., 2023a; Huang et al., 2024c¢). Others
employ post-processing of generated content and
apply rules or deterministic tests to assess perfor-
mance (Cobbe et al., 2021; Chen et al., 2021). With
the recent advancements in LLM techniques, an in-
creasing number of approaches use a more capable
Al model to evaluate answers (He et al., 2024b;
Li et al., 2023b), enriching benchmark types by al-
lowing a more diverse format of test questions. Al-
pacaEval (Li et al., 2023b), AlignBench (Liu et al.,
2023a) adopt GPT-4 as evaluator. PRE (Chu et al.,
2024) shows that GPT-4 performs well in pairwise
evaluations and Huang et al. (2024a) shows that
GPT4 outperforms fine-tuned judge models in gen-
eralizability and fairness. In our benchmark, we
adopt previous settings for open-domain evaluation,
using LLM-based pairwise evaluation.

2.3 User Intent

From a user-centric view, we should first confirm
user intent and evaluate service responses corre-
spondingly. Related ideas try to understand user
intent in interacting with LLMs. Shah et al. (2023)
provides a user intent taxonomy based on New
Bing, which includes information retrieval, prob-
lem solving, learning, content creation, and leisure.
Bodonhelyi et al. (2024) details user intent with
ChatGPT with informational, problem solving, cre-
ative, educational, personal interaction, technical
and professional, transactional, ethical, and philo-
sophical intents. Inspired by these studies, we de-
sign a user intent taxonomy accordingly, which is
further verified by 712 user study participants.

3 User Reported Scenarios Dataset

3.1 User Intent Taxonomy

User intents represent specific needs or goals when
interacting with a service and users may antici-
pate different types of feedback under different
intents (Bolotova et al., 2022). For example, for
factual intents, users may expect brief and accu-
rate answers; for brainstorming needs, users tend
to expect rich and innovative answers. By consid-
ering different user intents, we can assess LLMs’
fine-grain efficacy in diverse scenarios. Therefore,
we first define the taxonomy of user intent based
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Figure 2: IP Distribution of the 712 participants.

on related work (Shah et al., 2023; Bolotova et al.,
2022). They are detailed below:
Factual QA. Fast and direct access to factual infor-
mation. For example, search for historical events,
scientific facts, or public data.
Solving Professional Problems. Require answers
and insight in specialized fields like natural sci-
ences, humanities, or social sciences for problem-
solving or learning. It involves domain knowledge,
in-depth understanding, and reasoning in profes-
sional areas. For example, solving math, engineer-
ing puzzles, and conducting medical diagnoses.
Text Assistant. Need assistance with text-related
tasks such as summary, translation, editing or com-
pleting content. For example, replying to an email,
writing a report, or polishing a speech.
Ask for Advice. Look for opinions and suggestions
for personal or professional decisions, including
planning or counseling. For example, career devel-
opment, personal counseling, creating travel plans,
or shopping lists.
Seek Creativity. Brainstorming for inspiration and
innovative ideas. For example, advertising ideas,
or design inspiration.
Leisure. Engage in or look for recommendations
for recreational activities, including books, music,
movies, games, and other entertaining activities.
This user intent taxonomy serve as the potential
utilization of LLM services by real users and is
furthered verified in the following user study.

3.2 Dataset Development

To better understand LLLMs’ applications in real-
world scenarios, we conducted a user study to col-
lect participants’ recent interactions with LLM ser-
vices, following data collection strategies of related
studies (Feldhus et al., 2023; Bolotova et al., 2022).

English Chinese Total
Total 1,014 832 1,846
Factual QA 374 199 573
Solve Problem 180 348 528
Text Assistant 81 43 124
Ask for Advice 175 94 269
Seek Creativity 121 72 193
Leisure 83 76 159

Table 2: User Intent Distribution in the URS dataset.

3.2.1 User Study

Participants in the study were requested to pro-
vide five to ten real cases with LLMs they have
used. Each reported case included the following
three components: the LLM service they queried,
complete conversation, and their usage intent (ei-
ther selected from the predefined list or filled in by
themselves). The detailed questionnaire is attached
in Appendix A.

Additionally, the study investigate users’ general
experience with LLMs, including their satisfaction
across different intents, which is used to validate
benchmark alignment with human feedback in Sec-
tion 4.5. We also record the anonymous, voluntar-
ily reported demographic information in the ques-
tionnaire to examine whether this survey involves
diverse groups of participants.

To capture multi-cultural scenarios, we offer the
questionnaire in both English and Chinese and
spread it through Prolific?, X, and WeChat Mo-
ments platforms for global enrollment. Crowd-
workers are paid according to Prolific recommen-
dations (9£/hr * average 10 mins = 1.5%£).

3.2.2 Construction

In the initial phase of dataset construction, we
check the diversity of our participants. Figure 2
shows the distribution of automatically recorded
IP for English and Chinese questionnaire respon-
dents. The feedback comes from 712 participants
across 23 countries, showing the diversity in distri-
butions. Detailed profiles, including demographic
information (age and occupation) and LLM usage
experience, are provided in Appendix B.1.
Subsequently, we examine the feedback on user
intents. There are no valid proposals under the
"Others" option and manual fill-ins, suggesting a

Zhttps://www.prolific.com. A global human-label platform
for research and Al
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Intent Example Cases

EN: Tell me what bitcoin is
CN: KELRIW] L (When is the Major Snow in the Lunar calendar)

EN: How long does it take to transfer 13.72GB if speed is 10MB/s

CN: BOR AR IEAETCHERS o T EnbM R A BEEIAHETH - & IR AT LA
TR152 G Fr - 178 Z DFANEI R T AT LUREIRETHIE?  (Suppose
you are climbing a staircase. It takes n steps to reach the top. You can climb
1 or 2 steps at a time. How many different ways can you climb to the top?)

Factual Question
Answering

Solve Professional
Problems

Text Assistant EN: Help me rephrase the document: The NBA’s inaugural in-season tourna-
ment has concluded with the Los Angeles Lakers beating the Indiana Pacers
123-109 to lift the NBA Cup, with the team’s winning players ......

CN: IR TR E — BB F2024 W FEMFEERUE - (Help me com-

pose a Spring Festival’s Eve Wechat text to my leader for the Year of the

Dragon 2024.)

Ask for Advice EN: How long can vegan blueberry croissants be kept for once they’ve been
baked off from frozen
CNAESERSHE, EAFEMLEHATRAEMIINE? (What styles and
types of jackets are appropriate in 8 degree weather?)

Seek Creativity EN: Explain photosynthesis as if I am 9 years old.
CN: F AR MFUT R T, A & 7/ MBS, 15
HIZClE (Help me give my cat a nice English name. Her Chinese name is
Xiao Duojiao (Lazy Cutie). She is a 1-year-old girl.)

Leisure EN: What is the best order to watch films and tv shows in the MCU?

CN: HE# — L LV 25 5 Bl G ) B3R A T (Recommend me some Can-
tonese songs that are easier to cover)

Table 3: Example English and Chinese Cases under each Intent. The notation "EN" represents that the case is in
English. "CN" means the cases are reported in Chinese and we attach their English translation in italics. "......"
represents the text behind is omitted. Note that due to space limitations, we present cases with shorter length in the
above table. The average length of each question is 29.65 tokens in the URS dataset.

general comprehensive coverage of the proposed
user intent taxonomy.

Finally, we carry out meticulous data processing
to construct the User Reported Scenario (URS)
dataset as original feedback inevitably contains
noise. Steps include format validation, elimina-
tion of intra-user duplication, and extraction of
initial valid questions from each conversation. The
dataset construction is augmented with third-party
manual quality assessments to objectively filter out
low-quality cases and confirm the exclusion of per-
sonal information. Detailed ethics considerations
about this dataset are discussed in Section 5.

3.3 Dataset Information

Table 2 reports the statistics of the URS dataset,
with all data sourced from the above user study.
In all intents, those that are relatively subjective,
including Ask for Advice, Seek Creativity and

Leisure, constitute about 33% of the total use cases.
As the traditional benchmarks primarily focus on
evaluating LLLMs’ correctness of subjective ques-
tions (Chang et al., 2023), this objective portion of
user needs is often overlooked.

Besides the diversity in user intents, the URS
benchmark also includes interactions from 15 dif-
ferent LLM services. The distribution is detailed
in Appendix B.2. This breadth reduces potential
biases stemming from reliance on a single LLM
service. These biases can arise from users’ lim-
ited access to certain LLMs and their preference
for specific services in some scenarios. Among
this diversity, we observe a long-tail distribution
in model usage. As we did not actively control or
select use cases of certain LLMs during the dataset
collection and construction processes, this may in-
dicate the natural distribution in real-world usages.
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Evaluation Method

Benchmark Results

Question O Reference wrrano IR 76 l
/~ Q. Answer ) Claude-3-opus | 76 7 71 12 8.0
Intent- Chain-of Quen-max - 7.6 75 7.3 7.1 6.6 15

Intent aware Thought Moonshotv1 4 76 73 2 7 7

URS Dataset Criteria Reasoning Result oma- 73 16 72 71 e 7.0
Parser ERINEBot4- 72 715 73 71 72 7 L 65

Question % Reference Spark35- 67 7 75 71 65 63 |
Scoring Materials saichuanzubo- 68 66 69 64 | e1 8 o
Standards P GPT3swbo- 68 66 71 64 62 s
Test { } \J Deepseek-chat - 6.2 6.7 6.8 61 m I»5 o

Question ! ! Output | @&ﬁ\o‘iﬁ@\a«’\ o
ES <@
Test LLM

Figure 3: Evaluation Procedure. For each evaluation instance, the evaluator is provided with the user intent, five
intent-aware criteria, chain-of-though reasoning steps, scoring standards for each two-point segment, addition with
the question, an §-score reference answer for this question, and the test LLM output for evaluation. Then, a parser
will extract the final score from the evaluator’s detailed rating content to form the benchmark.

Time is also an important factor influencing LLM
evaluations. Since the user study was conducted in
February 2024, the collected cases in this dataset
took places before this time.

Table 3 showcases exemplary instances from the
dataset. Real-world scenarios are often brief in ar-
ticulation but complex in resolutions and span an
expansive range of situations. Notably, beyond lin-
guistic differences, the cases in this dataset also en-
compass a variety of cultural backgrounds. These
include traditional events, such as Major Snow and
the Spring Festival in the lunar calendar as well as
popular entertainment information that are globally
or locally recognized, such as the Marvel Cine-
matic Universe and Cantonese songs. These multi-
cultural contexts could enhance the benchmarking
of LLMs, addressing more diverse needs of the
global user base.

4 URS Benchmark

4.1 Evaluation Framework

We aim to design a evaluation framework that can
autonomously, expeditiously, and precisely deter-
mine the performance of any LLMs. The automa-
tion is made possible by using a strong model (e.g.,
GPT-4) acting as the evaluator, whose effectiveness
is validated in previous work for open-domain eval-
uations (Chang et al., 2023; Sottana et al., 2023;
Liu et al., 2023c) and further examined in Sec-
tion 4.5. Aiming for high speed and precision,
we implement a direct pair-wise scoring approach,
providing a fixed reference answer for each ques-
tion, in contrast to point-wise rating and Elo rating
methods, as has been demonstrated to be effective
in the previous study (Li et al., 2023b; Liu et al.,
2023a). As shown in Figure 3, we categorize the

evaluation instruction into 4 parts, including intent-
aware criteria, chain-of-thought reasoning steps,
scoring standards, and reference materials, which
are described below (The detailed instructions are
provided in Appendix C.2):

Intent-aware criteria. During evaluations, we in-
form the evaluator about the user intent for each
question and provide five specific evaluation cri-
teria tailored to that intent. This approach is de-
signed to help evaluators accurately capture user
needs across various intent types and provide pre-
cise scorings. Detailed illustrations of these criteria
and the correspondence relationship between user
intents and evaluation criteria are provided in Ap-
pendix C.1.

Chain-of-thought reasoning steps. To fully lever-
age the reasoning capabilities of evaluators, the in-
struction provides four steps before assigning final
ratings. These steps include contrasting the refer-
ence answer with the test response, scoring each
criterion on a 1-10 scale, reassessing whether the
response meets user needs, and integrating these
assessments to determine the final score.

Scoring standards. To ensure accurate and dif-
ferentiated scoring, we provide standards for each
scoring segment. Each 2-point increment consti-
tutes a distinct segment. The answer furnished
by us is an 8-score reference. Besides, a note is
provided to indicate that longer responses are not
necessarily better to limit the potential length bias.
Reference materials. The instruction provided for
the evaluator includes the question given by real
users, their intent for asking, a fixed reference an-
swer for this question (provided by a strong LLM,
which is GPT-4 in this paper and checked manu-
ally), and the response generated by the test LLM
for evaluation.

3593



Solve  Factual Text Ask for Seek Leisure All
Problem QA Assistant  Advice Creativity

Cases 404 259 82 116 86 83 1024
GPT-40 *8.24 *8.49 7.86 *7.85 *7.83 *7.65 *8.15
Claude-3-opus-20240229 7.62 7.73 7.66 7.01 7.08 716 7.50
Qwen-max 7.53 7.64 *8.24 7.28 7.10 6.63 748
Moonshot-v1-8k 7.33 7.58 7.77 7.09 7.05 7.01  7.35
GLM-4 7.55 7.32 7.68 7.20 7.12 6.37 7.33
ERNIE-Bot-4 7.54 7.16 7.30 7.09 7.19 7.02 7.31
Spark-3.5 6.97 6.71 7.53 7.05 6.54 6.33  6.87
Baichuan2-Turbo 6.59 6.82 6.95 6.35 6.11 6.02  6.56
GPT-3.5-turbo 6.56 6.76 7.05 6.35 6.24 575 6.53
Deepseek-chat 6.72 6.22 6.81 6.09 5.56 493  6.29

Table 4: URS Benchmark Results. For each intent and the overall scenarios, we mark the three best-performing
LLM services, with the first marked **’, the second bolded, and the third underlined.

4.2 Experimental Settings

Among the top-used LLM services reported in the
previous user study, we test all the LLMs with
available APIs, including Baichuan2-Turbo (Yang
et al., 2023), Claude-3-opus (Anthropic, 2024),
Deepseek-chat (Bi et al., 2024), ERNIE-Bot-
4 (Baidu), GLM-4 (Du et al., 2021), GPT-3.5-
turbo (Achiam et al., 2023), GPT-40 (Achiam et al.,
2023), Moonshot-v1-8k (MoonshotAl), Qwen-
max (Bai et al., 2023), Spark-3.5 (iFLYTEK). We
do not adjust the default temperature setting of
LLMs based on query intent. This helps us to
model the efficacy of LLM services in different
real-world scenarios without user intent informa-
tion. We benchmark the above LLMs on 1024
human-examined cases in the URS dataset.

In the following sections, we conduct extensive
experiments to answer four research questions:

(RQ1) What is the performance of different
LLMs in the user-centric evaluation perspective?

(RQ2) Are the evaluation results stable across
different LLMs as evaluators?

(RQ3) Do the benchmark results align with real
user perceptions?

(RQ4) What multi-cultural features do we ob-
serve in this benchmark?

4.3 Overall Results (RQ1)

The overall benchmark results are shown in Table 4.
We have the following observations:

(1) GPT-4 yields an average score of 8.15 when
its previously generated responses are used as 8-
score references in the scoring instruction. This
difference indicates an acceptable level of vari-

ance from the established standard. The bench-
mark stability across different evaluators is further
discussed in the next section.

(2) There is a noticeable stratification in scores
across different models. Apart from GPT-4, the
leading group comprises Claude-3 and Qwen-max,
followed by a secondary tier including Moonshot-
vl, GLM-4, and ERNIE-Bot-4. The performances
of the third tier are comparable to that of GPT-3.5.

(3) In examining efficacy across diverse user
intents, GPT-4 generally demonstrates superior per-
formance, except for the Text Assistant category,
where Qwen-max prevails.

Furthermore, a comparative analysis of LLMs
across different user intents reveals a pronounced
proficiency in objective contexts, including Solve
Problem and Factual QA. This is probably because
subjective scenarios require more diverse compe-
tencies such as personalization, creativity and hu-
mor, where current LLMs are relatively weak.

Separated results of English and Chinese sce-
narios are presented in Appendix D.1. Scoring
examples are provided in Appendix D.2.

4.4 Cross Validation between GPT-4 and
Claude-3 (RQ2)

In the overall benchmark result, we adopt GPT-
4’s direct output to the question as a reference for
score 8, and use GPT-4 as the evaluator base for
final scoring, as detailed in Setion 4.1. Although
this approach is widely adopted, it may cause favor
to responses similar to GPT-4. To counteract this
bias, we re-evaluated the performance of the top-
2 LLMs, GPT-40, and Claude-3-opus, employing
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GPT-4 Claude-3

CIaud'e Eva Claudye Eva Qweﬁ Eva
GPT Ans  Claude Ans  Qwen Ans

GPT Eva
Claude Ans

GPT Eva
GPT Ans

Figure 4: Comparison between GPT-4 and Claude-3. "A
Eva B Ans" indicates the evaluation setting, where *A’
denotes the evaluator LLM and B’ represents the source
LLM used to generate 8-point reference answers. These
results show that GPT-4 slightly outperforms Claude-3.

o
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v Text Assistant
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O 3.5 Solve Problem
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o Ask for Advice
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L 3.0 Seek Creativity
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Benchmark Score

Figure 5: Benchmark Score and User Reported Satisfac-
tion Correlate Well across Intents. "Benchmark Score"
is averaged under different intents. "User Reported Sat-
isfaction" is the average satisfaction level reported in
the user study. Intents are ranked by user satisfaction.

cross-validation techniques. We run 5-fold eval-
uation settings on randomly selected 200 cases,
using GPT and Claude as the reference genera-
tor and base evaluator respectively, and the third
performed LL.M, Qwen, as both reference gener-
ation and evaluation for a third-party evaluation.
As illustrated in Figure 4, when GPT-generated re-
sponses are used as references, GPT-4 consistently
achieves higher scores no matter the evaluator mod-
els. When Claude-generated responses are adopted
in evaluations, the results are comparable. In third-
party assessments, GPT-4 also maintained a supe-
rior ranking over Claude-3. This order is consistent
with the overall benchmark results, indicating that
the potential bias towards GPT does not affect the
benchmark ranking.

4.5 Alignment with Human Experience (RQ3)

To further evaluate the efficacy of LLM-as-Judge
design in this benchmark, we analyzed benchmark
accuracy through the lens of real-world human ex-
perience, examining both intent-wise user satisfac-
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Figure 6: LLMs’ Benchmark Ranking Aligns with the
Order from Human Pairwise Annotation.

tion and pairwise LLM-wise comparisons.

For intent-wise evaluation, user satisfaction lev-
els were collected in the user study detailed in Sec-
tion 3.2.1, involving 420 global participants who
rated their satisfaction on a five-point scale for each
intent while using LLLM services. A high Pearson
correlation coefficient of 0.95 between the aver-
age benchmark score and user-reported satisfaction
across different intents, as shown in Figure 5, con-
firms the alignment. Notably, subjective scenar-
ios such as Ask for Advice, Seek Creativity and
Leisure received lower ratings than more subjective
ones in both benchmark results and user feedback.
This indicates the current LLM services still need
improvements in satisfying real-world user needs.

In addition to the above alignment analysis based
on large-scale user studies, we further conducted
pair-wise annotations according to methods in Chat-
bot Arena (Chiang et al., 2024) to check the consis-
tency between the designed automatic evaluation
and human preferences. Due to space limitations,
the detailed approach is provided in Appendix D.3.
Based on 400 paired comparisons assessed by 5
human annotators, we computed Bradley-Terry co-
efficients (Bradley and Terry, 1952) for each LLM.
As shown in Figure 6, the ranking of LLMs accord-
ing to these coefficients aligns with the benchmark
rankings with Pearson r=0.94, further affirming the
effectiveness of evaluation designs.

4.6 Analysis of Multi-cultural Features (RQ4)

We further analyzed the multi-cultural features in
the benchmark. Based on the location of question
providers, we divide the dataset to observe the per-
formance differences of LLMs when answering
questions from users with different cultural back-
grounds. Table 5 presents the results of the top
five countries with the highest number of survey
participants. Among the 10 tested LLMs, 6 per-
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UK China Canada USA Australia Others
GPT-40 8.68 8.31 8.36 9.13 8.22 8.09
Claude-3-opus 7.05 7.54 7.64 8.13 7.00 7.49
Qwen-max 7.84 8.72 8.62 8.13 8.88 7.30
Moonshot-v1-8k  7.58 7.96 7.45 8.63 7.22 7.18
GLM-4 7.55 7.61 7.86 8.04 7.44 7.26
ERNIE-Bot-4 6.74 8.32 7.41 8.13 6.67 7.22
Spark-3.5 7.03  7.92 7.41 7.29 6.56 6.75
Baichuan2-Turbo 6.42  7.00 6.50 7.04 5.78 6.53
GPT-3.5-turbo 6.74 6.33 7.14 7.79 6.67 6.48
Deepseek-chat 6.50 6.96 7.23 7.54 6.11 6.17

Table 5: Multi-Cultural Analysis: we group the benchmark questions by user locations. For each LLM (line-wise),
we bold the best performing result across countries. Results show that LLMs generally perform better on questions
raised by USA users, reflecting the need for further attention to multi-cultural issues.

form the best on questions raised by USA users.
This reveals a potential cultural bias in LLM perfor-
mance and evaluation, reflecting further emphasis
on multi-cultural evaluations and improvements.

5 Conclusion

By focusing on real-world cases, user intent cate-
gorization, and the intent-aware evaluation method,
we establish a benchmark of high alignment with
human preference, endeavoring to advance the user-
centric evaluation of LLMs. We hope the insights
gained from this research will not only help im-
prove the performance of LL.Ms but also foster a
deeper understanding of how these services can be
effectively integrated into people’s lives to enhance
productivity, creativity, and overall welfare.

Limitations

While evaluating LLMs from the user-centric per-
spective offers considerable advantages, there are
certain limitations in our URS benchmark.

Evaluation Method: Our approach aligns with
prevailing practices in open-ended question evalu-
ation, where GPT-4 is employed as the base eval-
uator. This could potentially lead to a bias toward
responses resembling GPT’s style, thereby influenc-
ing the neutrality of the evaluation. We analyzed
through cross-validation that this approach does
not affect the top 2 LLM orders. Besides, analysis
shows that benchmark score aligns with real-world
user experience and human preferences in pairwise
annotations. These further tested the validity of
our method. In addition, the user study and human
pairwise annotations could be further scale up to
enhance persuasiveness.

Besides, we notice it is very important to evalu-
ate LLM services’ performances in multi-turn con-
versational settings, as there are a few cases where
the LLMs do not answer the user question and ask
to provide more detailed information about user
intents. These may be judged unsuccessful in a
single-turn assessment, but the service might be
capable of meeting this user need.

Note that this benchmark is not holistic, as we
mainly measure LLLMs’ efficacy in satisfying real-
world user needs. User satisfaction is indeed cru-
cial, while it represents one aspect of LLM perfor-
mance. Other critical facets include effectiveness,
efficiency, ease of use, and error tolerance. In this
study, our primary focus is on user-centric evalu-
ation of LLMs, which we have validated through
strong alignments with human preferences to ad-
dress its effectiveness.

Data Distribution: The data for our study was
mainly sourced from a global researcher recruit-
ment platform, which does not ensure a random
selection of all participants using LLM services.
Consequently, the demographic distribution of our
dataset may not accurately reflect that of typical
LLM users or the global population. While as
an independent third party unaffiliated with spe-
cific LLM services, and given our non-selective
approach to data collection, our methodology incor-
porates greater diversity and offers a closer align-
ment with real-world usage scenarios compared to
datasets that are human-designed, model synthetic,
or selected by non-third parties or single-sourced.
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Ethical Considerations

In the user study, participants were informed that
their reported conversations would be publicly re-
leased for research purposes. The notification is
detailed in Appendix A. At the same time, they
voluntarily chose whether to provide anonymized
basic information, such as age group and profes-
sion.

Additionally, the survey design included an an-
chor question requiring participants to select spe-
cific options; responses that failed to adhere to
these instructions were discarded as malicious feed-
back.

The questionnaire was provided in English and
Chinese (Mandarin), the top 2 widely spoken lan-
guages?, and distributed via the global recruitment
platform®*. In this process, we did not filter any
attributes as this could actively introduce bias. Fol-
lowing data collection, a third party conducted man-
ual reviews to ensure the data’s quality, harmless-
ness, and the absence of any personal information.

This dataset could be used for research purposes
to understand user intents and real-world needs,
evaluate conversational systems’ responses, and
train for better alignment with human preference.
Note that this URS dataset uses an Apache License.
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Appendix
A User Study

At the start of the user survey, we have this notifi-
cation:

Your dialog reported in this questionnaire may
be publicly released for research purposes, so
please avoid including personal information, and
we will also conduct a secondary check, thank you!

Subsequently, participants are asked to provide
five to ten distinct real use cases with LLM services.
Each use case should comprehensively cover the
following aspects:

1. LLM Service Utilized:

Which of the following large language models did
you ask the question to

2. Conversation Content:

Your question and the system’s output
It is recommended to directly share your conversa-
tion link!
If you fill it out manually, please respectfully follow
the format below.
Question: xxx
Answer: xxx
3. Usage Intent:
Your intent behind this question is

Participants are also asked to voluntarily re-
port the following demographic information anony-
mously:

1. Age Group: To understand the age distribu-
tion of LLM users.

2. Profession: To gauge the professional back-
ground and its influence on LLM usage.

3. IP Location: To capture the geographical
distribution of participants.

General usage Experience with LLMs:

1 LLM used:

Large Language Models you have used

2 Usage Frequency:

How often do you use LLMs

3 Satisfaction with LLMs:

Your general satisfaction with LLM services across
each intent

B URS Dataset Information

B.1 Participants

Figure 7 and Figure 8 report the demographic in-
formation and the LLM services usage pattern of
the user study participants, which demonstrates the
diversity of the benchmark contributors.
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Figure 7: Occupation distribution of survey participants.
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Figure 8: Number of Participants reported having used
each LLM.

B.2 Distribution of LLM usage

Table 6 presents the distribution of LLLM usage
from the collected user study. ChatGPT is the most
popular one in both language backgrounds, while
the others show some differences.

C Evaluation

C.1 Intent-aware Criteria

The definition of intent-aware criteria is shown in
Table 9. We evaluate each defined user intent with
five selected criteria as described in Table 7.

C.2 Instruction

Here is the template for each evaluation case.
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English Chinese

Total 993 Total 994
ChatGPT 809 ChatGPT 818
Bard/Gemini 69 ERNIE Bot 61
New Bing 41 New Bing 41
Character. Al 14 Baichuan

ChatGLM 7 Character.Al, etc. 6

Table 6: Distribution on Top 5 Source LLMs. In the
URS dataset, most conversations are reported with their
source LL.Ms. Notely, for Chinese feedback, Charac-
ter.Al, Claude, Mistral, and Qwen are tied for 5th place.

Instruction Template

You are asked to assess the quality of an Al assis-
tant’s answer to a user’s question as an impartial
judge. Since the type of answer you are evaluating is
[{user_intent}], you need to evaluate the answer in
the following 5 criteria:

1 {criteria_dict[user_intent][0]}

2 {criteria_dict[user_intent][1]}

3 {criteria_dict[user_intent][2]}

4 {criteria_dict[user_intent][3]}

5 {criteria_dict[user_intent][4]}

We will provide you with the user’s question, an
8-score reference answer, and answers from the Al
assistant that needs your assessment. When starting
your evaluation, you need to follow the reasoning
steps below:

1. Compare the Al assistant’s answer with the
reference answer, point out any shortcomings in the
Al assistant’s answer, and explain further.

2. Evaluate the Al assistant’s answer in terms of the
different criteria, giving each criterion a score from 1
to 10 after the evaluation of each.

3. Finally, combine the evaluations from each
criterion and give the AI assistant’s answer a
composite score of 1 to 10.

4. Your scoring needs to be as rigorous as possible
and adhere to the following scoring rules: in general,
the higher the quality of the model’s answers, the
higher the score.

When the model answer has irrelevance to the
question, or intrinsically factually incorrect, or
generates harmful content, the total score should be 1
to 2;

When the model answer has no serious errors and is
largely harmless, but is of low quality and does not
meet user requirements, the total score must be 3 to
ax

When the model answer basically meets the user’s
needs but performs poorly on some criteria and is of
medium quality, the total score can be 5 to 6;

When the quality of the model response is similar to
the reference answer and performs well in all criteria,
the total score should be 7 to 8;

A score of 9 to 10 can only be achieved if the model
significantly exceeds the quality of the reference
answer, adequately addresses the user’s question and

all the needs, and is close to a perfect score on all
criteria. As an example, the reference answer would
receive a score of 8.

Do not let the length of the answer affect your score.
Longer answers are not necessarily better. Answers
that are concise and meet the above requirements are
good.

You need to evaluate and explain before you score.
Your explanation of each criterion needs to be
followed by the scoring. After that, at the end of your
answer, return all of your scores in the following
dictionary format, including the curly brackets, and
make sure that your scores are integers:

{’Dimension 1’: score, ’Dimension 2’:
score, ... , ’Final Score’: score}, e.g.
{’{criteria_dict[user_intent][0]} : 9, ’{crite-
ria_dict[user_intent][1]}’: 6, ... , "Final Score’: 7}.

User Question: question
[Start of Reference Answer]
{reference_ans}

[End of reference answer]
[start of Al assistant’s answer]
{test_model_output}

[end of Al assistant’s answer

The instructions for evaluation with four parts
are shown in Table 10, 11 and Table 12 in English
and Chinese, respectively. We use these designed
instructions to guide the evaluator to output the
evaluation results for benchmarking.

D Benchmark Results

D.1 Bi-lingual Results

Table 13 and Table 14 show the English and Chi-
nese’s separated benchmark results across different
intent.

D.2 Scoring Examples

For subjective intents, we list the example cases as
shown in Table 17, 18 and 19.

D.3 Alignment with Human Annotation

We aim to further investigate whether the bench-
marked LLM order aligns with human preferences
by conducting annotation experiments. Follow-
ing the method outlined in Chatbot Arena (Chiang
et al., 2024), we enlisted five human annotators
(three males and two females) to evaluate paired
questions as shown on the UI in Figure 9. We
randomly selected 400 questions from the 1024-
case benchmark and randomly paired two LLM
outputs for each question. Annotators, blind to
which LLMs generated the responses, were tasked
with choosing their preferred answer from the two
provided, or indicating if the choice was equal or
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Intents Intent-aware Criteria

Factual QA
Solve Professional Problem
Text Assistant

Factuality, User Satisfaction, Clarity, Completeness, Logical Coherence
Factuality, User Satisfaction, Clarity, Logical Coherence, Completeness
Clarity, User Satisfaction, Logical Coherence, Fatuality, Creativity

Ask for Advice User Satisfaction, Factuality, Fairness and Responsibility, Creativity, Richness
Seek Creativity User Satisfaction, Logical Coherence, Creativity, Richness, Factuality
Leisure User Satisfaction, Engagement, Appropriateness, Creativity, Factuality
Table 7: Evaluation Criteria under Different User Intents.
Model Max L. Accuracy Data Annotation
No.1/15
ClaUde_S_Opus 1 9 1 OO% [Question] (Leisure)
GPT-4 12 100% B LEREE, RESREREN,
ERNIE-Bot-4 9 94% fravert
UTR—LE@iNasER:
GPT-3.5-turbo 8 86% 1 GHEIERS) RIU: LELATHEAR. ERUFRBALE, BE— »
HIABIEE .,
Qwen_max 4 57% (EETE) - ZRIHRT —HENEERERAMEZEHIL. JPONE.
spark—3.5 4 50% CBTRE) : ZENSEERNER, WATER. RENRNZE0NS5EE.

Table 8: Addition Ability. "Max L" represents the
longest sequence of consecutive additions attainable
at a minimum accuracy rate of 80%. "Accuracy" de-
notes the success ratio in 90 trials covering the length
of 2 to 9 with 10 test cases of each length. Outcomes
are presented for LLMs with an accuracy of 50% and
above.

undeterminable due to their knowledge limitations.
Of the 400 paired comparisons, 50 were marked
"cannot be determined." Utilizing the remaining
annotations, we calculated the Bradley-Terry (BT)
scores to establish LLM rankings based on pair-
wise competition outcomes. As shown in Figure 6,
the resulting LLM order aligns with the benchmark
rankings, and the BT score demonstrates a Pearson
correlation of 0.94 with the benchmark score. The
evaluation data is anonymously available.

D.4 Comparison with Different Evaluation
Method

Figure 10 shows cross-validation evaluation results.
We change the model to generate reference answers
and the model to serve as evaluators respectively.
Results show while using GPT4 output as the ref-
erence answer for 8 scores, the order between the
three models remains unchanged no matter the eval-
uation model. While using Qwen or GLM’s output
as both reference generator and evaluator, there
exists a strong incline towards the model itself.

We also check the rating bias of different LLMs

(RIBMIBRIR) R5): ZBLET—R , RITE B,

= RS

I L D

(HER) - ER, WRT

2

3,

a,

5. (HIELR) : ZBIMRTIEE
6. B ERRIENSRE.

7. (PRENE) - ZEARTRIPEAANERS BRIPHZEAZ N BRSNS,
8.

(BIFA) : ZBIHRT ERSEHZENNS, UMREALMETERBFMEZEIRFEHBR
=,

(EVEBRIESS) : ZBIHA T X BB BB ARIE T MENSME,

0. (HAER) ¢ ZEIHAT E L LeoFRNEBINED, —HEXZTNANANESS, 4
PRERTHRE,

Answer 2

1 # DHRTE B EFHIRR ENME, TR T RRAMHE

TR,
2. (REHE) © WRT—TRASRBE-RIIRMFORE, BIENALCE, THTRANBE.

3. () - —PRFRABKE, MBNLEXDLMBUTMRFED. BERE, 7HTRRIR
¥,

4. (KB/IE) ¢ WRT —RAMMREROAE, PRIBE. EHESTEANBETE.
5. (IRIRFIE) © —RRRSHENED T RRIREARTRITE, T 7 RIKRMAOBENT

Your Peference

Figure 9: Data Annotation Page.

as evaluators. Rating bias is defined in Equation 1.

Ratin B) —
Rating Bias(A4) = 25 ga-5B) T,r =38

25l
ey

where Rating , _ 5 (B) representing using LLM A
as an evaluator and the output of LLM B as a refer-
ence answer to evaluate the performance of LLM
B. r is the score for reference, in our cases, it is
equal to 8. Note that in the experiments, reference
answer and output awaiting score are two-time out-
puts of the same model, so if model B is stable and
model A can score accurately, the Rating 4 5(B)
should be . We measure the Rating Bias to mea-
sure the calibrability of the evaluator model. As
shown in the results, compared to Qwen-max and
GLM-4, GPT-4 performs more accurately in this
cross-validation experiments.
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Evaluation Method

10 GPT

Qwen

Rating Bias Rating Bias
| s I
s
6
5
GPT-GPT GPT-Qwen Qwen-GPT Qwen-Qwen

u GPT-4 Qwen

Evaluation Method

10 GPT GLM

Rating Bias \ Rating Bias\
I

GPT-GPT GPT-GLM GLM-GPT GLM-GLM

EGPT-4 mGLM-4

Figure 10: Analysis of Evaluation Methodologies: "A-
B" indicates the evaluation setting, where *A’ denotes
the evaluator LLM and "B’ represents the source LLM
used to generate 8-point reference answers. Rating bias
is defined in Equation 1. Specifically, the rating bias for
evaluator A corresponds to the discrepancy between the
reference score, 8, and the benchmark score of Model
B under the assessment setting of A-B.

D.5 Case Study

In our benchmark, we incorporate a diverse range
of scenarios, extending beyond commonplace ap-
plications to include highly specialized use cases.
A notable example involves assessing the models’
proficiency in executing sequential summations
without relying on external tools. This particular
computational skill often manifests spontaneously
and poses a challenge for targeted training. Con-
sequently, evaluating a model’s capability to accu-
rately perform a series of two-digit additions offers
a rapid and effective indicator of its computational
prowess.

Our examination entails the concatenation of
two-digit numbers ranging from 2 to 20 in se-
quence, with each magnitude category being sub-
jected to 10 randomly generated test instances. Ta-
ble 8 delineates the performances of the top LLMs,
showing their ability to achieve the longest chain
of consecutive additions while maintaining a mini-
mum accuracy threshold of 80% and the accuracy
of adding from 2 to 10 numbers. Models not listed
achieved an accuracy lower than 50%.

It is worth noting that the top 4 LLMs with maxi-
mum length>5 are the ones with larger parameters
out of the total 10 LLMs. This might indicate that
the ability of computing has correlations with the
scaling of model size.

D.6 Scenario Study

Since we evaluate LLMs as collaborative tools for
users, we juxtapose their performance with tradi-
tional assistants like search engines and transla-
tors. This comparison can assist and guide users in
choosing the most effective tool for their specific
intents. To this end, we evaluate LLM performance
compared to Google Search Engine for Factual QA
intent questions and Google Translator for transla-
tion queries in Text Assistant scenarios.

Search Engine. We first retrieve search results for
57 random questions within the Factual QA intent
and devise two methods to form answers: 1) Di-
rect search results: the content of the top-1 web
page, and 2) Retrieval-augmented generation: GPT-
4 summarized answer based solely on information
from the top-5 pages. Note that this approach en-
hances the search performances, not the LLMs’.
The results are reported in Table 15. Our analysis
shows that direct search results do not outperform
GPT-3.5. This limitation can be attributed to the
fact that web pages might not provide straightfor-
ward answers to user queries, requiring users to
navigate through multiple pages to piece together
a response. The retrieval-augmented generation
approach, which employs GPT-4 to create sum-
marized answers based on search results without
incorporating its inherent knowledge, also under-
performs LLMs. These observations underscore
LLMs’ efficacy in factual QA scenarios, likely due
to their ability to respond directly to user queries.
Translation. To simulate the text assistant scenar-
ios where users have several options of choosing
translators or LLM services for their translation
needs, we select the translation cases in our URS
dataset for evaluation. Results are shown in Ta-
ble 16, where we find LLM services outperform
the translation tool. This may be because users
need specific styles or modifications of the origi-
nal context, while traditional translators are hard to
accomplish.
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Criteria

Description

Factuality
S IERRE

User Satisfaction

T R FH P R

Logical Coherence

Whether the information provided in the response is accurate, based on
reliable facts and data.

[ E IR AR E B TERRTTIR, B EET AERF SR -
Whether the response meets the user’s question and needs, and provides a
comprehensive and appropriate answer to the question.

B R T PR H R H MK, RS T T 2
oy o] ER

Whether the response maintains overall consistency and logical coherence

BEEE M between different sections, avoiding self-contradiction.
[ & e i AR B AR EAORFF— B, R FIHR 5 2Z 8] PR 152 0% B
P, BER T BHETE -

Richness Whether the response includes rich info, depth, context, diversity, detailed

FEE explanations, and examples to meet user needs and provide a comprehensive
understanding.
EIEASFEENER S KE - L THE . SN IR
1, LB R PSR AR At 2 T A -

Creativity Whether the response is innovative or unique, providing novel insights or

A& solutions.

Fairness and Responsi-

bility

AT R

% 7 BE QR I B e 1 R T IR TR A A DL AR AR R T
%

Whether the advice or information provided in the response is feasible,
carries a certain degree of responsibility and considers potential risks and
consequences.

[ REHENEFEEE T, EGTNAE—EMNTHE, &25%
BT BRSNS 2R -

/

Completeness

Eiged

Clarity
TR

Engagement

BRBRYE

Appropriateness

&

=/

=k

6

Whether the response provides sufficient information and details to meet the
user’s needs, and whether it avoids omitting important aspects.

[IER B T RWHIERFAT, LUNEH AR, 55
TEERJTE -

Whether the response is clear and understandable, and whether it uses
concise language and structure so that the user can easily understand it.

[ E R G RIATFEW &, REEMH T RIERIES MM, UERF
A AR

Whether the answer is interesting and attractive, helps users relax, and
provides high-quality emotional value or entertainment value, etc.
[IESRSEE . SN, BBHEA, BT e R ERNEENE
BRI E 5%

Content is suitable for all users and avoids inappropriate or offensive content.

NFEEEHS, B sAs 8RN E

l

Table 9: Definition of Intent-aware Criteria.

3604



Intent- You are asked to assess the quality of an Al assistant’s answer to a user’s question as
aware an impartial judge. Since the type of answer you are evaluating is [Solve Professional
Criteria Problem], you need to evaluate the answer in the following 5 criteria:
1 Factuality
Whether the information provided is accurate and based on reliable facts and data
2 User Satisfaction
Whether the response meets the user’s question and needs and provides a comprehensive
and appropriate answer to the question
3 Clarity
Whether the response is clear and understandable, and whether it uses concise language
and structure so that the user can easily understand it.
4 Logical Coherence
Whether the response maintains overall consistency and logical coherence between
different sections, avoiding self-contradiction
5 Completeness
Whether the response provides sufficient information and details to meet the user’s needs,
and whether it avoids omitting important aspects
Note that a longer answer is not always better, the answer that is concise and meets the
above requirements is the best.
Chain of =~ We will provide you with the user’s question, an 8-score reference answer, and answers
thought from the Al assistant that needs your assessment. When starting your evaluation, you
reasoning need to follow the reasoning steps below:
steps 1. Compare the Al assistant’s answer with the reference answer, point out any shortcom-
ings in the Al assistant’s answer, and explain further.
2. Evaluate the Al assistant’s answer in terms of the different criteria, giving each criterion
a score from 1 to 10 after the evaluation of each.
3. Finally, combine the evaluations from each criterion and give the Al assistant’s answer
a composite score of 1 to 10.
4. Your scoring needs to be as rigorous as possible and adhere to the following scoring
rules: in general, the higher the quality of the model’s answers, the higher the score.
The two most important criteria are factual correctness and fulfillment of user needs, and
the scores for these two dimensions dominate the final composite score.
Scoring When the model answer has irrelevance to the question, or intrinsically factually incorrect,
Standards or generates harmful content, the total score should be 1 to 2;

When the model answer has no serious errors and is largely harmless, but is of low quality
and does not meet user requirements, the total score must be 3 to 4;

When the model answer basically meets the user’s needs but performs poorly on some
criteria and is of medium quality, the total score can be 5 to 6;

When the quality of the model response is similar to the reference answer and performs
well in all criteria, the total score should be 7 to 8;

A score of 9 to 10 can only be achieved if the model significantly exceeds the quality of
the reference answer, adequately addresses the user’s question and all the needs, and is
close to a perfect score on all criteria. As an example, the reference answer would receive
a score of 8.

Table 10: English Instruction for evaluating Solve Professional Problem intent questions. Part 1.
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Output You need to evaluate and explain before you score. Your explanation of each criterion
Format needs to be followed by the scoring. After that, at the end of your answer, return all of
your scores in the following dictionary format, including the curly brackets, and make
sure that your scores are integers:
{’Dimension 1’: scoring, 'Dimension 2’: scoring, ... , 'Final Score’: Score}, e.g. { Factu-
ality’: 9, *User Satisfaction’: 6, ... , Final Score’: 7}.

Reference User Question: ...
Materials  [Start of Reference Answer] ...... [End of reference answer]
[start of Al assistant’s answer] ...... [end of AI assistant’s answer]

Table 11: English Instruction for evaluating Solve Professional Problem intent questions. Part 2.
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Intent-aware

BHIRAN ERIPEAE S Gy, PERE — DAL x0T 7 32 n] /12 2 1 Ji

Criteria o TR EERE R ARRE A, I ReEZN T 514
S R AT VA
1 HSLIEHATE (Factuality)
RMREERETMIRITR, & EETAENESMETE
2 1 /& 77 7 3K (User Satisfaction)
TR T AR R AT K, 250 REEHT T 2 EmE 2 0
(5] 7
3 TEMTE (Clarity)
REFIATEW SHE, REMH T EENES MM, LUEH PR R
fi
4 % TP (Logical Coherence)
OB FORFF—3, BREAEAFF S Z BRFFEEERE, #%T 8
M E
5 5E# 14 (Completeness)
FEERRMA T RWHEEMET, LUSERAIRR, 258K HZHE
FR) 7 TED
TR, BEASEKEET, R R LRESRE EE R ST -
Chain of B2 RO ORI, 1 8HELNBEER, MHE KT
thought RAIBNFHIER - SIRFFIRIRAIPEAEET, IRFFEIRRGEST LU T AR :

reasoning steps

1. MAIBN FHMERESH LR TR, BHAIBFRHEZREWLENE,
Hit— R -

2. MANFIHEE ST ALBY FER AT, EEMEEATNZE, B8 —
NERE— N1~ 10895051

3. BI5, BEABNEENITEM, SAIFEREES H— M ~100%4 4%
¥

4, RIFT o FJE R AT RET™ 4%, F HEESF FEAFES M SRR,
T A2 ) S ek e, U A5

Hrp HSLIERRMERNH L P T RIX B R R E N, X
SEEST BREHEE

Scoring YRAEEFAES PSR, SEEARMEMELER, AR TESE

Standards NS, B 18257
YA EEE BRI A EATLE, HERERK, HEHERPS
K, B3R5
MR A B A R ESR, (HRESEE L RUMKE, REFSE,
B LIRS E6 4
UHRBMEZRESSEERME, EMEEE LRI RET, B9
H7E847;
HEYEAEERERERTSEER, RoERTHPREMTE
Tk, FEEMESE LR BT, A aEREI105 - BN
B, >HEEA LRI’ .

Output Format  EiLfE, RUIFEIRTT 5 Bl dE T RN AARERE - ZEIRN B EENEREZ
G, TEMEINZREERFT S - 2fG, EREZENRE, HRINF R
& (EIEREE) BERTERITOSE, FREIRTT 55 5 R B
CHERE—: FT9, 4ERE 0 FT4), L BERE FT4rY, Biltn: CESCIE
M9 TR PRESR 6, L EERTES T

Reference PRI

Materials [ZEERIFA] ... [BHERER]

(B FRIERIFIA] ... (BVFHIEREER]

Table 12: Chinese Instruction for evaluatin3g6 801ve Professional Problem intent questions
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Factual QA Solve Problem Text Assistant English Chinese

GPT-4o0 855 847 842 821 811 7.64 8.40 8.26
Qwen-max 830 744 8.14 744 838 812 8.26 7.49
Claude-3-opus 805 7.64 812 754 762 7.69 7.97 7.58
GLM-4 8.08 7.09 7.93 749 7776  7.62 7.95 7.36

Moonshot-v1-8k  7.67 7.56 800 722 7.57 7.95 7.77 7.39
ERNIE-Bot-4 722 715 796 747 703 755 7.45 7.37
GPT-3.5-turbo 745 655 7.07 648 735 6.79 7.29 6.52
Baichuan2-Turbo 7.33 6.67 6.68  6.57 657 729 6.91 6.65
Deepseek-chat 6.75 6.07 686 670 6.78 6.83 6.80 6.49
Spark-3.5 643 6.79 6.65 7.03 7.08  7.93 6.67 7.01

Table 13: Bi-lingual Benchmark Results. Part 1.

Ask for Advice Seek Creativity Leisure English  Chinese
GPT-40 7.48 7.94 8.50 7.70 743 7.67 7.80 7.78
GLM-4 7.45 7.14 8.07 6.93 750 6.25  7.66 6.80
Qwen-max 7.59 7.21 7.64 6.99 7.88 649  7.66 6.92

Moonshot-v1-8k  7.18 7.06 6.71 7.11 7.38 697  7.07 7.05
Claude-3-opus 6.86 7.04 7.21 7.06 7.13 7.6  7.02 7.08
GPT-3.5-turbo 6.64 6.29 6.79 6.13 7.38 5.57 6.82 6.02
Deepseek-chat 6.55 5.98 7.00 5.27 7.13 469  6.80 5.37
ERNIE-Bot-4 6.95 7.13 6.64 7.30 6.25 7.11 6.73 7.17
Baichuan2-Turbo 6.27 6.37 6.64 6.00 7.00 5.92 6.52 6.12
Spark-3.5 6.43 6.79 6.65 7.03 7.08 7.93 6.67 7.01

Table 14: Bi-lingual Benchmark Results. Part 2.
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Service Score

GPT-4 8.63
GPT-3.5 6.95
Search Engine (Google Top-1 page) 5.14
RAG (GPT-4 + Google Top-5 page)  6.47

Table 15: Comparison between LLM services and
Search Engine in 57 Factual QA cases from the URS
dataset.

Service Score
GPT-4 9.00
GPT-3.5 8.50

Translator (Google)  7.00

Table 16: Comparative Evaluation of LLM Services
and Translator in 8 translation-related Text Assistant
Scenarios from the URS dataset.
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Intent
Question

Seek Creativity
W& Fraicke 2 S ECRER 73 AL BT A

Reference
Answer

AT & FERSE AT BE 200 — SR BAMY = A2 5mm . S E—#0 > TAEHAL 25
o HREFABKRE2FEOGRI AR, EEFLFLAER -

1. A2 BIEFTRIR LI Z - REATFTREZ B R —EANEEN T
&, (ERIB0E NS TIER A . flin, HECEFREAF
TR AT RIIBOR AR, WEIRER 2K - Hlas>) TIEImEE .«

2. ATATRER TR M AT TAERLR, Wik AT 2 (Ol RS H At
TEANRFFRAIEENE, FREOC)RTIERE .

3. AR FNEUMN AT ORBC— 2B, angE et - FAlssil - HEBUIL
BUORSE, DA BY AN & RO sl X

SRR, ATRZ FEATRE R SR ML TS, (EA—E 2 S B
NN o B ITFEMEARARBIN, Frae>), R BCHRRSF T -

Claude-3

KT AT RE S ECARUSERML IV, BB VA2

1. AIBOR & SR AR A SE 2 7E — AR B Bl wholl i, — 28 TAE R
PATRE R AU CH R AR R EEE - B TIE. (BRI A
& M ZF LA -

2. WP SR B — IR BOR i AR R B A 0 50 BAME O T S AR BA D £
W Tl FEay SEF T E R EQETEL T TARRKAL-
DR IEE AT SR S ol Lk 5 ) R T AR 2% T AN B Al SRl

3. N TEMAIR S EE PR TFESEEE . 22N NGRS TEME
B I ERRE ST A AT BUR R AR T R EAML B35 B (R T 248
WEEE - BB RAONF S -

4. BUFAEAIRRUIEE ZREZMAE . —HHER ZRATLIE
BRI A — B B SRR R L R R e 2 K, R
[ R -

5. AIRVEREE HPRRZ 2 FABORIE TR AR, AR ERAL o ARl A
b BATES LB ANIDE, LI N TG ARE BHL B0 8
SN REAN ANEAL I TAEEASR -

JEZ K g AT BET R A SRl XURS:, B A1 T 7 B2 R AR AT SRR/ 285, R T
B AL FR & RS 1 [R]85 7 Q13E — D SN B A A AT Fr SRR
K. XFEEHRIFLT) -

Final
Score:

Table 17: Evaluation Cases
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Intent Seek Creativity
Question G AR TR B S T
Reference 1 MECE . FH3DITEN R AR AT DUFT & H— 2 — T B ik
Answer I, aOmcts - TRk . HIASE .
2. FHLFE: AT TR B AR S NEF O R e T -
3. KIEEE . WG - MHE . Ba%-
4. ShFIE: Flanm B PR, AT PLOR TR R B -
5. MAETH: &R ZRHRE%.
6. BIFHE.: Flant T E, W] LUt MR E R, s mIHER AR
T~ RDHSE -
7. MEWH R EEERE, AT RLR— A AI3DH E
8. /ML B, XN T ERBT TR AEFE G A, 10 L —
A5 (] EORE BfR L AT
9. HE BB IHEF: @I3DITEL, RA] AR RIS RF S 1R ™ AN B TF
T BT -
10. RERRIEAL. %F R RABIEE A, AT DAFTER M — L8 Bz R i) = 4ERE A |
BB TAbA e m B B ARG O -
%1. 3DITENRIEEF BRI EM AR ST, LA ZE 2R &AL
5T
HEENEELEY REGIME S - 0 EEFEZ BN Z 2SS
P o TE3DITEEAY) AT, —EE B RANEEFI 5T 3L 4 -
Claude-3 HINFIRZE G 3DITEN RIS AT X B2 — Lt 5% Final
L MELFHLFTECCR - AT LURTE B CRIE ot s B F LR - Score:
ERICALY) - ik HRA - BN E A S ERERIREOE - 7

SR/ MR - FTED— S O R A/ N i s SR T

- A BTAEHHE - ITH A ME B DLR, BRI TS 4ERE ) -
CXEAYI - R RT S EESFESI M -

EBERE - ITHEAR T A  EREREYS .

O - ERIEYIER - SRS R B S RAF -

. Cosplayi& & - THI A Fshig@ A\PIHIEHES - HE .

9. KIELETHH & - AR - ZPRIZE - PREREESCHDIIE «

10. E TR BAATLA - TN — 2/ NI A A FR4E - TR SpLas N5
11 @ZTE - Wfed - 91 - 1eilmikss .

12. ZAR e - K iR a8 Z AR N ESE -

B 3DITHT RN A AE® T2, A EIRHI AR, E IR B B SR e - 2
WAETT BN B ST AU AT, LORIE A L &

0NN AW

Table 18: Evaluation Cases
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Intent Seek Creativity
Question HEA A PIEERARR L D?
Reference WERH B FTARAZRER - 5 BRR SRR L
Answer T LR AR AETE S &:
1. i FE D g \NEE H#EF400-800 U (EFREAL) | HIFZ T FHKI;H
#7455 H 1000-2000 TU LA LI H 4 A2 EZDIKF -
2. **Omega-3fg BFER (WnEH) = N T OFEME, #ESHR
AEPAFIDHA] & & 4250-500mg -
3. AR RO L AEE S HIBRAE N B HEIOmg, ZMHE75mg -
4, #ERFEBI2Y: MAEEFHBAEN24 ¢-
5. wxfEr j N FWE H A E N1000mg, 505 DL BRI EARI70% AL
AR H A EIE % 1200mg -
6. *xgkxx g N B RS HRAE N8Smg, AMELHEIISmg (RIE
RAARE e R E ) .
7. e g A BN H BN & N400-420mg, 1 4310-320mg -
8. #xfet: st AR HIER 1 Img, ZEMHEESmg -
HERR: XEHEREREEES, MTAFKIGRERAE . IR
HFEFE, EWEREENEFRTR, LIRS AR &
B o HER ARSI E A G2 N f8FR = 4 51 H 520 -
Qwen-max  FNEFIHEFERARR EEOHEFIFRMMEEZR MR, BHELE—  Final
WEIfE - 0. Score:
1. HEEC: WEANGHEEBAENTS0Z7, HER—BAE 5
112000% 77 -
2. 5. UEANEHIEEBRAZEL N00-10002 W, EFEARETFER
% .

3. EAERD: BUFEAEERAE N ER400-800E PR fir, (HRELE
FEWH R, IEK1000-2000[E Fr A7 -
HEZRINALFEFR R LA, RFREEREEIEFIMPEL, 1]
AT DURIB RS ~ TER ~ BERIL « B ST LU B R ERIR T K
(GnZ8H ~ WFLE - R IKEBSE) SRAGH MBI - RN, FE
FERRE, REMTERA LM EFRLEERZOANL, HAHEER
AR R EFRIE L - o BRAFE LN T 7] fE S0 @ Fik
AR TR o

Table 19: Evaluation Cases
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