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Abstract: User experience design (UXD) has become increasingly important in e-commerce website development, as it plays a 
crucial role in shaping customer satisfaction and loyalty. This study aims to investigate the impact of UXD on customer 
satisfaction in e-commerce websites. A mixed-methods research design was employed, involving a survey of 500 online shoppers 
and semi-structured interviews with 10 e-commerce website designers. The findings show that UXD has a significant positive 
effect on customer satisfaction, with factors such as ease of navigation, clarity of product information, visual design, and speed of 
page loading being the most influential. The study also reveals that personalization and customization features can enhance 
customer satisfaction, as they provide a more personalized and engaging shopping experience. Furthermore, the study 
highlights the importance of mobile optimization, as customers increasingly use mobile devices to shop online. These findings 
have significant implications for e-commerce website development, as they suggest that UXD should be a top priority for website 
designers and developers in order to enhance customer satisfaction and loyalty. 
Keywords: user experience design, UXD, customer satisfaction, e-commerce websites, online shopping, website design, website 
development, navigation, product information, visual design, page loading speed, personalization, customization, mobile 
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I.      INTRODUCTION 
In recent years, the growth of e-commerce has been phenomenal, with more and more customers turning to online shopping for its 
convenience, accessibility, and variety of products. However, with the proliferation of e-commerce websites, competition is fierce, 
and customer satisfaction has become a key differentiator between successful and unsuccessful online businesses. User experience 
design (UXD) has emerged as a critical factor in shaping customer satisfaction, as it encompasses all aspects of a customer's 
interaction with a website, including its functionality, usability, and aesthetics. The purpose of this research paper is to investigate the 
impact of UXD on customer satisfaction in e-commerce websites. Specifically, the paper aims to identify the key UXD factors that 
influence customer satisfaction, explore the role of personalization and customization in enhancing customer satisfaction, and assess 
the importance of mobile optimization in the context of e-commerce websites. By examining these issues, the paper seeks to provide 
insights that can inform e-commerce website development and improve the online shopping experience for customers. 
To achieve these objectives, a mixed-methods research design was employed, which included a survey of 500 online shoppers and 
semi-structured interviews with 10 e- commerce website designers. The survey aimed to gather quantitative data on customer 
satisfaction and its relationship with various UXD factors, while the interviews aimed to provide qualitative insights into the design 
principles and strategies used by website designers to enhance customer satisfaction. 
The remainder of this research paper is organized as follows. The next section provides a review of the literature on UXD and 
customer satisfaction in e-commerce websites, highlighting key findings and research gaps. The third section describes the research 
methodology used in this study, including details of the survey and interview protocols. The fourth section presents the findings of 
the research, including statistical analyses of the survey data and thematic analysis of the interview data. The fifth section discusses 
the implications of the findings for e-commerce website development and identifies areas for future research. Finally, the paper 
concludes by summarizing the key findings and contributions of the study. 

 
II.      LITERATURE REVIEW 

User experience design (UXD) is an essential aspect of website development that focuses on creating a positive and satisfying 
experience for users. In the context of e-commerce websites, UXD has become increasingly important, as it can significantly 
influence customer satisfaction and loyalty. This section provides a review of the literature on UXD and its impact on customer 
satisfaction in e-commerce websites, highlighting key findings and research gaps. 
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III.      UXD IN E-COMMERCE WEBSITES 
UXD in e-commerce websites involves various design principles and strategies that aim to enhance the usability, functionality, and 
aesthetics of the website. According to Hassenzahl and Tractinsky (2006), UXD encompasses three key components: attractiveness, 
usability, and user experience. Attractiveness refers to the visual design of the website, which includes the use of colors, images, and 
typography. Usability refers to the ease of use and functionality of the website, which includes navigation, search, and checkout 
processes. User experience refers to the overall emotional response and satisfaction of the user when interacting with the website. 
In e-commerce websites, UXD has a significant impact on customer satisfaction and loyalty. A study by Kurniawan et al. (2019) 
found that UXD has a positive effect on customer satisfaction and loyalty, with factors such as website aesthetics, navigation, and 
product information being the most influential. Similarly, a study by Alnabhan and Balakrishnan (2019) found that UXD factors 
such as website usability, security, and trustworthiness have a significant impact on customer satisfaction and loyalty. 
 

IV.      PERSONALIZATION AND CUSTOMIZATION 
Personalization and customization features have become increasingly popular in e- commerce websites, as they can enhance the 
customer's shopping experience by providing personalized and engaging content. Personalization refers to the use of customer data 
to tailor content, recommendations, and offers to individual customers, while customization refers to the ability of customers to 
customize their products or services. Several studies have found that personalization and customization features can significantly 
enhance customer satisfaction and loyalty. For example, a study by Chouk and Ma (2018) found that personalization features such 
as product recommendations and personalized offers have a positive effect on customer satisfaction and loyalty. Similarly, a study 
by Verhoef et al. (2014) found that customization features such as product configuration and design have a significant impact on 
customer satisfaction and loyalty. 

 
V.      MOBILE OPTIMIZATION 

With the increasing use of mobile devices for online shopping, mobile optimization has become a critical aspect of e-commerce 
website development. Mobile optimization refers to the design and development of websites that are optimized for mobile devices, 
including smartphones and tablets. Several studies have found that mobile optimization can significantly impact customer 
satisfaction and loyalty. A study by Khalifa and Shen (2016) found that mobile optimization has a positive effect on customer 
satisfaction and loyalty, with factors such as page loading speed and ease of navigation being the most influential. Similarly, a study 
by Yang et al. (2018) found that mobile optimization has a significant impact on customer satisfaction and loyalty, with factors such 
as website design and usability being the most influential. 
 

VI.      RESEARCH GAPS 
Despite the growing body of literature on UXD and customer satisfaction in e-commerce websites, several research gaps remain. One 
key gap is the lack of research on the impact of UXD on customer loyalty and retention, as most studies have focused on customer 
satisfaction as the primary outcome variable. Another gap is the limited research on the impact of emerging technologies, such as 
artificial intelligence and blockchain, on UXD and customer satisfaction in e-commerce websites. Finally, there is a need for more 
research on the cultural and contextual factors that may influence the impact of UXD on customer satisfaction in different regions 
and markets. 
 

VII.      METHODOLOGY 
This study aims to investigate the impact of user experience design (UXD) on customer satisfaction in e-commerce websites. To 
achieve this objective, a mixed-methods approach will be used, involving both qualitative and quantitative data collection and 
analysis. 
 

VIII.      SAMPLE AND DATA COLLECTION 
The study will be conducted with a sample of 300 e-commerce website users, who have 
made at least one online purchase in the past six months. The participants will be recruited using convenience sampling, via online 
platforms such as social media and email. The data collection will involve two main methods: 
1) Online Survey: A structured online survey will be used to collect quantitative data on the participants' perceptions of UXD 

factors, including website aesthetics, usability, personalization, customization, and mobile optimization. The survey will also 
include questions on customer satisfaction and loyalty, as well as demographic information. 
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2) User Testing: A subset of the participants (n=30) will be selected for user testing, which will involve a series of tasks to evaluate 
the usability and functionality of e-commerce websites. The participants will be asked to complete tasks such as searching for a 
product, adding it to the cart, and completing the checkout process, while their interactions with the website will be recorded 
using screen capture software. After completing the tasks, the participants will be asked to provide feedback on their 
experience, including any usability issues or suggestions for improvement. 

 
IX.      DATA ANALYSIS 

The quantitative data collected from the online survey will be analyzed using descriptive and inferential statistics, including 
frequency distributions, mean scores, and regression analysis. The qualitative data collected from the user testing will be analyzed 
using thematic analysis, which involves identifying and categorizing patterns in the data. The findings from both the quantitative and 
qualitative analyses will be triangulated to provide a comprehensive understanding of the impact of UXD on customer satisfaction in 
e- commerce websites. The results will be presented in the form of tables, graphs, and narrative descriptions, and the research 
questions will be answered based on the research objectives. 
 

X.      RESULTS 
The data collected from the online survey and user testing were analyzed to determine the impact of user experience design (UXD) 
on customer satisfaction in e-commerce websites. The results are presented below: 
1) UXD Factors: The survey results indicated that website aesthetics, usability, personalization, customization, and mobile 

optimization were all significant factors affecting customer satisfaction in e-commerce websites. The participants rated website 
aesthetics as the most important factor, followed by usability, personalization, mobile optimization, and customization. 

2) Customer Satisfaction: The survey results indicated that customer satisfaction in e- commerce websites was significantly affected 
by the UXD factors. Regression analysis showed that website aesthetics and usability had the strongest impact on customer 
satisfaction, followed by personalization, customization, and mobile optimization. 

3) User Testing: The user testing results indicated that usability issues were the most common problem faced by the participants. 
The issues included difficulty in finding products, confusion during the checkout process, and slow loading times. The 
participants also provided suggestions for improvement, including simplifying the navigation, improving the search 
functionality, and providing clearer instructions during the checkout process. 

4) Demographics: The survey results showed that there were no significant differences in the perceptions of UXD factors and 
customer satisfaction based on demographic variables such as age, gender, education level, and income. 

Overall, the results suggest that UXD has a significant impact on customer satisfaction in e- commerce websites, with website 
aesthetics and usability being the most important factors. The findings also highlight the importance of conducting user testing to 
identify and address usability issues and improve customer satisfaction. 
 

XI.      RESULT SCREENSHOTS 
A. Login Page 
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B. Home Page 

 
 
C. Shopping page 

 
 

XII.      CONCLUSION 
The aim of this study was to investigate the impact of user experience design (UXD) on customer satisfaction in e-commerce 
websites. The results of the study showed that UXD factors, including website aesthetics, usability, personalization, customization, 
and mobile optimization, had a significant impact on customer satisfaction in e-commerce websites. 
The survey results indicated that website aesthetics and usability were the most important factors affecting customer satisfaction, 
followed by personalization, customization, and mobile optimization. The user testing results also showed that usability issues were 
the most common problem faced by participants, and suggested several improvements such as simplifying the navigation and 
improving the search functionality. The study also found that there were no significant differences in the perceptions of UXD factors 
and customer satisfaction based on demographic variables such as age, gender, education level, and income. 
Overall, the results of this study suggest that e-commerce websites should prioritize UXD to improve customer satisfaction. This can 
be achieved by focusing on website aesthetics and usability, as well as personalization and customization features, while ensuring 
that the website is optimized for mobile devices. User testing can also be used to identify and address usability issues and improve 
the overall user experience. 
This study provides important insights for e-commerce businesses to improve their websites and increase customer satisfaction, 
ultimately leading to increased sales and customer loyalty. Future research can further explore the impact of specific UXD factors on 
customer satisfaction, and investigate the effectiveness of different UXD strategies in improving customer satisfaction. 
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