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Chapter 1: Introduction 

1.1 Background  

User-centred design (UCD) is an iterative design process where designers focus on the needs and desires of the 

users at each stage of the design process (Li and Kim, 2023). Under UCD, design teams incorporate user feedback 

into product development at every stage, utilising a variety of research and design approaches, resulting in 

products that are simple to use and comprehend (Fleury and Chaniaud, 2024). Since the success of the product 

design depends on how successfully it connects with the end-users, this strategy is crucial in product 

development businesses, IT product development, outsourced product development, and digital product design 

(Ahmad et al. 2024). Moreover, UCD is also seriously considered by industrial product design corporations and 

web development companies in India. User-centred design (UCD) offers a fresh perspective on product 

management and design for those who are dedicated to delivering the best user experiences possible 

(Bhattacharya et al. 2023). Companies must pay attention to and act on the feedback of their customers in order 

to produce products that their customers genuinely love. 

1.2 Rationale  

User-centred design (UCD) is crucial for developing products that satisfy consumers' needs, but many businesses 

neglect it, resulting in inadequate products. Companies of ten believe that user research is unnecessary 

(Parapanova, 2024). Thus, they disregard genuine users' behaviour and preferences. This neglect disconnects 

designers and developers, especially in waterfall environments. Businesses must prioritise UCD by supporting 

user research and encouraging close designer-developer collaboration (Wu, 2024). This strategy, which ensures 

improved user satisfaction, improved usability, and improved business outcomes, highlights the relevance of 

UCD in product development and customer satisfaction. Engaging in user research and promoting close 

collaboration between designers and engineers (Parapanova, 2024). This strategy ensures improved user 

satisfaction, usability, and business outcomes, highlighting the relevance of UCD in product development and 

customer satisfaction. 
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1.3 Aim and Objectives 

The of this research is to find the impact of user-centred design (UCD) on product development and customer 

satisfaction, with a focus on the significance of collaboration between user-centred design and developers. 

Objectives 

● To look into the impact on product quality of ignoring UCD. 

● To examine the importance of user research in determining preferences and needs. 

● To assess the role of designer-developer collaboration in enhancing product usability. 

● To analyse the overall impact of UCD on business outcomes and user satisfaction. 

1.5 Question 

The following information presents research questions. 

1) What is the impact on product quality of ignoring UCD? 

2) What is the importance of user research in determining preferences and wants? 

3) What is the role of designer-developer collaboration in enhancing product usability? 

4) What is the overall impact of UCD on business outcomes and user satisfaction? 

1.6 Significance 

This research highlights the critical role of user-centered design (UCD) in order to enhance product quality, 

usability, and customer satisfaction. By emphasising user research and designer-developer collaboration, the 

study highlights how UCD practices can lead to better business outcomes and successful product development. 
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Chapter 2: Literature Review  

2.1 The impact on product quality of ignoring UCD  

A user-centred design process consists of the following steps, understanding users and their contexts, identifying 

user requirements and needs, creating solutions to address those needs, and finally, evaluating the solutions to 

ensure they meet users' requirements. As per Dayanthi et al. (2023), in such a setting, there is little opportunity 

for interaction between designers and development teams, and the work is mainly based on discarded documents. 

According to Li and Kim (2023), developers and designers work together at various points in the product 

development lifecycle, and each has their own set of duties. Aslam, (2023) stated on a large scale, the usage of 

clinical decision support systems (CDSS) to assist order providers is growing.  

Aslam and Arif (2023) highlighted that clinical decision support refers to the use of communication and 

information technologies to bring pertinent knowledge to bear on the healthcare and well-being of a patient. 

Jayanthi et al. (2023) said research shows that these methods improve the quality of care while making the most 

efficient use of available resources. As per Li and Kim (2023), UCD, as a user framework, makes sure that end-

user needs, wants, and limits are taken into account at every stage of the product life cycle, leading to a system 

that is both usable and understandable. According to Aslam (2023), iteratively designing and testing solutions, 

UCD draws on concepts from Norman's position after obtaining an understanding of the context and completing 

a requirement analysis.  

2.3 The importance of user research in determining preferences and needs 

User research is an essential component of UI and UX design since it ensures that the final product is suitable 

for the target market. As per Falk et al. (2023), it is a continuous process that assists designers in understanding 

the wants, needs, and issues of their customers in order to create designs that are user-centred. According to 

Familoni and Babatunde (2024), the rigorous and immersive approach of User Research, also known as UX 

Research, is the foundation of the user-centric design concept. Arora et al. (2024) stated that it underpins the 

entire design process. By exploring the intricate web of user behaviours, demands, and pain points, they uncover 

crucial insights that serve as compass points throughout the design journey. 

As per Portugal, (2023) paper, without the users' active engagement (they only need to wear a device) and without 

the necessity for trained technicians to process the data, data can be collected at any time. Falk et al. (2023) 

highlighted despite these potential advantages; a crucial issue remains unsolved. Familoni and Babatunde (2024) 

said that there is a lack of information regarding the validity, accuracy, and reliability of many of the tools and 

systems associated with measuring sleep characteristics and other indices, like those reflecting heart function. 

2.4 The role of designer-developer collaboration in enhancing product usability 

Collaboration between designers and developers is essential for successful design projects. Yang et al. (2024) 

presented that it streamlines the work process, which boosts output and ensures timely deliveries. Furthermore, 

Feng et al. (2023) highlighted that this partnership improves awareness of consumer expectations, guaranteeing 

that the final product combines functionality and aesthetics seamlessly. As per Heo and Lee (2023), due to the 

difficulty of combining their work processes, there has been a lot of friction in the design process between 

designers and developers. According to Leinonen and Roto (2023), different elements of the design process are 
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the focus of designers and developers of interactive systems, and they have different backgrounds and skills. Zhu 

et al. (2024) said that Illustrator and Photoshop are two of the graphical editors that designers learn to use while 

creating "static design documents" such as wireframes and mockups. Their social behaviour and outward looks 

are highly valued. Yang et al. (2024) said, in terms of the data structures and guidelines that govern the 

programme. Different elements of the design process are the focus of designers and developers of interactive 

systems, and they have different backgrounds and skills. According to Feng et al. (2023), to create interactive 

systems, they will need to put aside their differences and work together. However, humans and their tools and 

artefacts do not always work closely together.  

 

2.5 The overall impact of UCD on business outcomes and user satisfaction  

User experience design (UCD) ensures that the final product will be used by users. As per Sudirjo et al. (2024), 

it helps people to save time and money that they would have to spend on redevelopment because designers can 

make improvements early in the process. According to Soliman (2024), improving the user experience is one 

way it can increase customer satisfaction and loyalty. When people have been closely involved in the design 

process, products are more likely to satisfy their expectations and requirements. Musa et al. (2024) said that 

customer service costs decrease as a result of rising sales. When designers work closely with end users, they 

experience a greater sense of empathy. Fadda (2023) highlighted that this is essential for developing moral 

designs that value privacy and quality of life. Companies can boost user satisfaction and success rates by using 

a User-Centered design approach to create products that satisfy customer expectations. According to Pramudito 

et al. (2023), user Centric Design (UCD) is a process that prioritises the needs, preferences, and goals of the 

user. 

2.4 Literature Gap  

The comprehensive study on user-centred design (UCD) to improve product usability and customer satisfaction 

has certain shortcomings. Few studies have explored how designers and developers work together in real-time, 

particularly how to eliminate friction and make their design processes operate smoothly. Insufficient empirical 

evidence supports UCD's long-term economic benefits, particularly customer loyalty and cost savings. 

Furthermore, while user research is essential, more complete validation of tools and methodologies is needed to 

effectively capture user wants and preferences. UCD methods and effects can be improved by filling these holes. 

2.5 Theory  

Human-computer interaction (HCI) is the field of study that focuses on optimising how users and computers 

interact by designing interactive computer interfaces that satisfy users’ needs (Sadeghi Milani et al. 2024). It is 

a multidisciplinary subject covering computer science, behavioural sciences, cognitive science, ergonomics, 

psychology, and design principles. A big part of Human-Computer Interaction (HCI) theory is making interfaces 

that people want (Sharma et al. 2023). User-centered design (UCD) is a method used by HCI to make sure that 

products are simple and easy to use. This leads to successful product creation and increased customer satisfaction. 
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Figure 2.1: Human-computer Interaction (HCI) Theory 

(Source: Sadeghi Milani et al. 2024) 
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Chapter 3: Methodology  

3.1 Philosophy  

The phrases "Research Paradigm" and "Research Philosophy" are frequently used interchangeably. The core 

tenet of positivism is that knowledge may be attained by unbiased observation and quantitative analysis (Saliya, 

2023). In pragmatic research, qualitative and quantitative methodologies can be used.  

 

Figure 3.1: Research Philosophy 

(Source: Saliya, 2023) 

An inductive research approach helps the study "User-Centred Design and its Impact on Product Development 

and Consumer Satisfaction" by enabling the researcher to gather insights from real user experiences and 

behaviours. 

3.2 Approach 

The inductive approach, which looks for patterns in the facts and then generates ideas, begins with a collection 

of empirical observations (Proudfoot, 2023). The deductive approach starts with a theory, works backwards from 

that theory to produce hypotheses, and then obtains data and evaluates those assumptions. 

 

Figure 3.1: Research Approach 

(Source: Proudfoot, 2023) 
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"User-Centered Design and its Influence on Product Development and Consumer Satisfaction" research benefits 

from the inductive approach because it lets the researcher build theories from real-world observations. This gives 

the researcher a better understanding of how UCD impacts product development and customer satisfaction. 

3.3 Design  

The research design outlines the framework of research methods and processes that a researcher will use to 

conduct a study. When a researcher is just starting out on an investigation and wants to have a general 

understanding of the topic, exploratory research is sometimes conducted (Cazares and Andrade, 2023). 

Describing or defining the topic at hand is the characteristic of descriptive research. Researchers perform 

explanatory research to gain a better understanding of the globe. 

 

Figure 3.2: Research Design 

(Source: Cazares and Andrade, 2023) 

The explanatory research method is useful for the study "User-Centered Design and its Impact on Product 

Development and Consumer Satisfaction" because it helps the researcher figure out what impact UCD has on 

product development and consumer satisfaction and how it does so. 

3.4 Data Collection Method 

Primary data is information that has been acquired straight from the source. They are a collection of data obtained 

by surveys, questionnaires, and other methods (Moinuddi et al. 2024). Data from secondary sources, such as 

scholarly journals and other databases, is frequently made available to the general public and is typically 

packaged in an open-source style. 
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Figure 3.3: Data Collection Method 

(Source: Moinuddi et al. 2024) 

Researchers has found a lot of useful information in scholarly papers and databases through secondary data 

collection. This helps the field of study known as "User-Centered Design and its Impact on Product Development 

and Consumer Satisfaction." 

3.5 Data Analysis 

In search of trends and to learn more about how well UCD works, the secondary qualitative data analysis for 

"User-Centered Design and its Influence on Product Development and Consumer Satisfaction" examined case 

studies and pre-existing research (Sudirjo et al. 2024). By assisting in understanding user needs and preferences, 

this approach explained how UCD enhances product development and customer satisfaction. 
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Chapter 4: Findings & Discussion  

4.1 Findings  

Product development 

Apple Inc. has long been linked to innovative design that expertly blends aesthetics and functionality. The 

company's design approach, which is recognised for being rigorous and imaginative, has resulted in some of the 

most iconic products in technology of the modern age (Feo, 2023). Customers' wants and desires are the starting 

point for every Apple product design. It is critical to understand the users' needs, wants, and behaviour. This 

focus on the user leads to intuitive interfaces and interactions that are smooth and easy to use (Feo, 2023).  

On Apple's design philosophy, minimalism has a significant impact. Designing products with a simple 

appearance yet sophisticated functionality is the aim (Feo, 2023). Apple products exemplify this principle with 

their clean lines, intuitive motions, and simple interfaces. Apple's design approach has had a profound impact on 

the technology industry and beyond (Feo, 2023). Its emphasis on user experience, minimalist aesthetics, and 

high functionality has had an impact on a variety of products and industries.  A product that adheres to the 

principles of user-centred design is intuitive, easy to use, and pleasant (Easterling, 2019). 

 To make sportswear that improves performance and comfort for active people, Lululemon applies the principle 

of user-centred design (Easterling, 2019). Athletic demands and preferences were studied and tested to create 

new features, including moisture-wicking materials, four-way stretch, and ergonomic seams (Easterling, 2019). 

By listening to customers and designing sports bras that match their demands, Lululemon takes fashion design 

seriously (Easterling, 2019). Since Lululemon prioritises customers, its products sell better than those from other 

companies. Unlike other stores that make garments merely for aesthetic reasons, every garment that is made has 

a function and a purpose. 

Customer satisfaction 

There is a close relationship between User Centred Design and UX Design. The growth of the user experience 

industry is indicative of a stronger focus on user-centred design (UCD) and user experience (Equipe Aela, 2023). 

It is projected by NN/g that by 2050, the global workforce for user experience designers would reach 100 million 

(Equipe Aela, 2023). More and more companies are establishing Product Design teams, according to a different 

InVision survey (Equipe Aela, 2023). This is another proof that companies are starting to see the light and adapt 

to User Centred Design. Understanding the users' actual needs and issues can help people better direct the team's 

work (Equipe Aela, 2023). Knowing exactly what has to be developed to solve the user's pain points offers the 

benefits of both not wasting time and enhancing team productivity. By placing products closer to the consumer 

and creating them with a focus on the user experience, a product's Brand Equity increases (Equipe Aela, 2023). 

Brand equity is an important aspect of a product and the company despite being difficult to quantify (g).  
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Figure 4.1: The growth of UX Design 

(Source: Equipe Aela, 2023) 

It all comes down to how people view a brand and their level of satisfaction with it. McDonald's Kuwait has 

always been at the heart of joyful family gatherings and important life events, with 71 restaurants across the 

country (Mindflares, 2024). Unlocking the user's satisfaction was our thrilling mission, and they set out to 

understand their mental model, preferences, and pain points (Mindflares, 2024). Clearly, mothers, locals, and 

foreigners make up their primary user base in Kuwait. They were given a user-centred approach that prioritised 

customers and helped them achieve empathy (Mindflares, 2024). 

4.2 Discussion 

The analysis of Apple Inc. and Lululemon's product development strategies shows the significant impact of user-

centered design (UCD) on product quality and customer satisfaction. Apple's minimalist and user-focused design 

theory is similar to Norman's, with a stress on usability and intuitive g. In the same way, Lululemon's functional 

and ergonomic sportswear shows how UCD can meet customer needs, boost sales, and make people more 

attached to a brand (Easterling, 2019). As Yang et al. (2023) and Feng et al. (2024) say, the success of UCD 

relies on designers and developers working together, which makes it easier to combine functionality and style.  

(Sudirjo et al. 2024; Soliman, 2024) Customer happiness and trust, as well as better business results, result from 

UCD. 
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Chapter 5: Conclusion and Recommendations 

5.1 Conclusion 

Based on the extensive research on user-centered design (UCD) and its principal impact on product development 

and customer satisfaction, it is evident that integrating user-centered design principles significantly enhances 

product quality, usability, and customer satisfaction. Companies that prioritise user research and urge designers 

and developers to work together on products are better able to meet users' needs. Focusing on UCD not only 

improves business results but also builds brand value by offering simple, intuitive, and customer-centric 

solutions. 

5.2 Recommendation 

User Centred Design (UCD) and its impact on product development and customer satisfaction are suggested in 

three different ways based on the information presented above. Companies should enhance User Testing and 

Feedback Loops on g so that regular user testing sessions with people from different backgrounds can provide 

detailed feedback early in the development process (Amazioug et al. 2023). Incorporate agile methodologies to 

quickly iterate based on user inputs, ensuring alignment with customer tastes and needs. The company must 

prioritise accessibility and g inclusivity features from the beginning in order to meet the needs of a wide range 

of customers (Othman Al Mutawaa, 2023). Check that the product is fully accessible and easy to use to make 

sure it meets all legal requirements and works well for everyone, even disabled users. Data-Driven Decision-

Making means that they should use analytics and data about how people use products to help them choose designs 

and make features better (Amri and Abed, 2023). Use A/B testing and heat maps to find trouble spots and make 

user experiences better. This will lead to happier and more loyal users in the long run. These ideas are meant to 

use UCD principles throughout the whole product lifecycle in order to boost innovation and meet customer 

needs. 
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