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Purpose: The purpose of this article is to identify the needs of User Experience (UX) designers 5 

in organizations. 6 

Design/methodology/approach: In the theoretical part, the author uses a literature review to 7 

analyse the literature in the area of User Experience, requirements engineering, and also refers 8 

to selected stages of project management in organizations. The empirical part uses a qualitative 9 

method - in-depth interviews. The author developed a scenario and the goals she wants to 10 

achieve by interviewing User Experience designers. 11 

Findings: The needs of User Experience designers have been identified in four areas:  12 

the division of the UX/UI position, the essence of design system, communication with the client 13 

and the design process in the organization. Most respondents value the lack of division of the 14 

UX/UI designer position. UX designers need regular meetings with the client and understanding 15 

of the individual stages of design by the client. Designers would also like to be able to conduct 16 

their own research with users and maintain constant contact with developers. In addition, 17 

respondents emphasize the need to develop a design system in the organization. 18 

Research limitations/implications: In future research, the author would like to conduct 19 

research with User Experience designers from other countries and conduct a comparative 20 

analysis of the collected results. 21 

Practical implications: The conducted research indicates the needs of User Experience 22 

designers in organizations. After reading the article, project managers should consider whether 23 

the problems identified can be noted in their companies as well. Finding solutions to these 24 

problems may result in improved working conditions and, consequently, in the construction of 25 

better end products. 26 

Originality/value: The key value of the research carried out as part of the article is the 27 

identification of current problems of User Experience designers. Project managers, after getting 28 

acquainted with the requirements, problems of UX designers, will be able to make changes in 29 

organizations. 30 
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1. Introduction 1 

The changing environment in which contemporary organizations operate requires high 2 

adaptability (Sepioło, Olszowy, Kucwaj, 2022; Ławniczak, 2022). Adapting an organization 3 

may involve adapting to new ways of managing projects or creative ways of solving problems. 4 

Project management itself has become an integral part of the contemporary organization (Puto, 5 

2022). 6 

User experience (UX) design is closely related to the topic of project management.  7 

A common reason for project failure is a lack of focus on the user during the design process 8 

(St. Peter, 2015). The role of a UX designer in an organization is to maintain the relationship 9 

with the user and to ensure that the user has a positive experience in the use of the product.  10 

In addition, designers can also assist the organization in selecting the project management 11 

methodology (Mara, Jorgenson, 2015). Understanding the relevance of User Experience allows 12 

organizations to identify gaps in the business and how to fill them (Furniss, Curzon, Blandford, 13 

2018). 14 

The first task of the User Experience designer is the gathering of user requirements (Łuczak, 15 

2022). However, when considering the requirements elicitation process, people usually 16 

unconsciously think about the users' requirements for the product. People in the position of User 17 

Experience designers also have their requirements. Meeting these requirements can determine 18 

the quality of UX in a given project. 19 

In this context, the following question can be formulated: What are the needs of User 20 

experience designers in organizations? The author has also formulated supporting questions: 21 

(RQ1) What are UX designers' preferences in the area of splitting the User Experience/User 22 

Interface designer position? 23 

(RQ2) What are the needs of User Experience designers in terms of communication with 24 

clients? 25 

(RQ3) What are the needs of User Experience designers regarding the design process in the 26 

organization? 27 

(RQ4) How do User Experience designers evaluate the design system concept in the 28 

organization? 29 

The aim of the article is to identify the needs of User Experience designers in organizations. 30 

In order to achieve the stated aim, the author used a method such as a literature review and  31 

in-depth interviews. 32 
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2. Literature review of the area  1 

The origins of the interest in User Experience can be traced back to the 1950s (Nielsen, 2 

2017). Among the related fields to User Experience over the years, authors distinguish between 3 

user-centred design (UCD) and human-centred design (HCD) (Karat, 1997; Gabbard, Hix, 4 

Swan, 1999; Kraft, 2012; Lowdermilk, 2013; Rose, Björling, Kim, Alvarez, 2018; Farooqui, 5 

Rana, Jafari, 2019). HCD can be defined as an approach to design system in which user 6 

interactions are designed with human factors, ergonomics, and usability in mind (International 7 

Organization for Standardisation [ISO], 2019). 8 

In contrast, the term UCD is defined as an approach to design system that enables an 9 

organization to create a product that meets user requirements (Lowdermilk, 2013). In practice, 10 

the terms UCD and HCD are used interchangeably. However, the term human-centred design 11 

indicates that it is worth considering not only users but also non-user stakeholders (ISO, 2019). 12 

Defining User Experience in a single way is not possible. Over the years, authors have 13 

formulated the definition of UX in a variety of ways (Hassenzahl, Tractinsky, 2006; Krug, 14 

2013; Allam, Razak, Hussin, Dahlan, 2013; Norman, 2013). In the context of IT products, User 15 

Experience can be defined as the users' impressions and reactions resulting from using or 16 

imagining using a system (ISO, 2019). In contrast, one of the pioneers of User Experience 17 

design, Don Norman, defines User Experience as all aspects of the end users' interaction with 18 

an organization, its services, and its products (Babich, 2020). 19 

When considering the topic of User Experience design, it is also important to mention User 20 

Interface (UI) design. UX/UI designer is often listed in job adverts. However, there is  21 

a difference between the two roles. The UI designer is primarily responsible for the User 22 

Experience as it relates to visual elements. The UI designer designs the graphical appearance 23 

of interfaces and the transitions between them (Lamprecht, 2022). It should be emphasised that 24 

in an organization, the UX and UI designers should work together to maintain product integrity. 25 

In relation to maintaining consistency in the UX/UI domain, it is also important to provide 26 

a definition of a design system. A design system is defined as an elaborate set of standards used 27 

to manage design in a project, creating a common language and visual consistency (Fessenden, 28 

2021). The benefits of using a design system include the aforementioned consistency, improved 29 

contact between designers and developers, and the collection of documentation in one place 30 

(Fanguy, 2019; Vesselov, Davis, 2019). 31 

The User Experience design process cannot be seen as a separate component without links 32 

to other phases in the project. It is primarily linked to the requirements engineering phase. 33 

Requirements engineering can be defined as the process of eliciting, analysing, documenting, 34 

validating, and managing requirements (Ambreen, Ikram, Usman, Niazi, 2018). Requirements 35 

elicitation is one of the first tasks performed by UX designers at the beginning of the design 36 

process. There are various methods for requirements elicitation, including surveys, interviews, 37 
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workshops, and observations (Mościchowska, Rogoś-Turek, 2019; Chakraborty, Sarker, 1 

Sarker, 2010; Curcio, Navarro, Malucelli, Reinehr, 2018; Sutcliffe, Sawyer, 2013; Zowghi, 2 

Coulin, 2005; Carrillo De Gea, Nicolás, Fernández Alemán, Toval, Ebert, Vizcaíno, 2012).  3 

The collected requirements form the basis for the User Experience designer to design the User 4 

Experience. Furthermore, User Experience design has become the basis for different product 5 

design methodologies such as lean UX and agile UX (Gothelf, Seiden, 2021; Aarlien, Colomo-6 

Palacios, 2020; Hartson, Pyla, 2018; Schwartz, 2013; Brown, 2012). 7 

As a final step, it is also worth looking at the number of publications in the field of User 8 

Experience in the last 10 years (2012-2022). The author constructed the following search 9 

TITLE-ABS-KEY ('user experience' OR 'UX' ) and applied it to the Scopus database  10 

(Figure 1). 11 

 12 

Figure 1. Number of publications between 2012 and 2022 in the Scopus database (research as at 13 
31.01.2023). 14 

Source: own elaboration. 15 

An upward trend in the number of publications on User Experience can be observed 16 

between 2012 and 2020. From 2020 to 2022, on the other hand, there is a slight decrease in the 17 

number of publications; however, in both 2021 and 2022, there are still around 5000 18 

publications on this topic. 19 

In summary, as evidenced by the abundance of academic and industry publications,  20 

the topic of User Experience design is highly relevant in today's organizations. By putting the 21 

user at the center of the design process, organizations can create products that meet users' needs. 22 

3. Research methodology 23 

Using the literature review and in-depth interviews, the author developed the research 24 

procedure in the form of a flow chart (Figure 2). 25 
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 1 

Figure 2. Research procedure.  2 

Source: own elaboration based on: (Miński, 2017). 3 

The first stage of the research procedure concerns the theoretical part of this article.  4 

The author conducted a literature review focusing on the area of User Experience, requirements 5 

engineering and project management in organizations. The systematisation of the main 6 

concepts in the chosen topic was the result of this stage. 7 

The second stage of the procedure begins the empirical part of the article and consists in 8 

developing a strategy for selecting research group. Purposive selection was chosen by the 9 

author. The interviewees fulfil a specific criterion, which is their profession: they are User 10 

Experience (UX) designers in IT organizations. 11 

The third stage of the procedure revolves around the development of the thematic blocks 12 

and the interview scenario. The author asked the interviewees questions on specific topics 13 

related to User Experience design, which will be presented later in the article. 14 

The fourth stage of the research procedure is to conduct in-depth interviews with the 15 

respondents. The interviews took place via Microsoft Teams, Zoom and Google Meet 16 

platforms, depending on the respondents' preferences. 17 

The final stage of the research procedure is the analysis of the respondents' answers.  18 

This is the subject of the next section of this article. 19 
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4. Analysis of the results of the conducted interviews 1 

When analyzing the answers given by the in-depth interviewees, it is important to start by 2 

presenting the key data of the interviews. The in-depth interview was conducted between 3 

August and November 2022. A total of 10 people were interviewed. According to the selection 4 

strategy of the research group, they were people working as User Experience (UX) Designers 5 

in IT companies. The designers had different levels of seniority in the position, ranging from 6 

six months to four years (Figure 3). 7 

 8 

Figure 3. Job seniority of User Experience designers (in years). 9 

Source: own elaboration. 10 

The split between UX and UI designers was the first topic the author addressed in the 11 

interviews. Six interviewees stated that there is a UX/UI designer position in the companies 12 

they work for. Three interviewees answered that these are separate positions in the organization. 13 

One respondent working in two companies stated that one company has two separate positions, 14 

and the other performs both UX and UI designer tasks (Table 1). 15 
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Table 1. 1 
Split of the UX/UI position in the respondents' organization 2 

Topic UX/UI - is it separated in the organization? 

1.  It is one person. The UX designer must also have UI skills. 

2.  In one company - UX and UI - it is two people. In another company it is one person. 

3.  It depends on the project, usually it is one person. 

4.  It is one person, but sometimes one person does UX tasks, and one person does UI tasks. 

5.  It is two people - UX designer and UI designer. 

6.  It is one person. 

7.  UX/UI designer is one person. I think it should be separated. 

8.  UX/UI is one person. 

9.  It is split into two separate positions. 

10.  There are two positions - UX designer and UI designer. 

11.   

Source: own elaboration.  3 

The vast majority - eight designers - say that UX/UI positions should not be separated.  4 

They claim that a UX designer without UI skills will not do their job properly and vice versa. 5 

One respondent also states that the work they do has more to do with User Interface than User 6 

Experience. This is because clients do not want to spend money on research. Respondents also 7 

emphasize that a designer does not need to be a specialist in both areas. However, they should 8 

be familiar with aspects of both UX and UI. The split of the position is appreciated by two 9 

respondents. They have research skills and are not necessarily interested in the graphical aspects 10 

of interface design. 11 

The second block of topics was the essence of currently popular design system. Respondents 12 

were asked for their opinion on design system - does it limit the designer's creativity or is it 13 

essential in today's organization. All the respondents were of the same opinion about the validity 14 

of having a design system (Table 2).  15 

Table 2. 16 
Evaluation of the design system concept 17 

Topic Design system - kills creativity or is it necessary? 

1.  A design system should be created, but the designer should also be able to create his or her own 

components. 

2.  A component database is necessary because it speeds up the designer's work. 

3.  Design system allows to maintain integrity in projects. 

4.  It is essential - many people work on a project and the application needs to be consistent. 

5.  The design system is a big help - the designer is not an artist, but a contractor of a specific product for 

the client. 

6.  Design system is a very good option - the designer has a ready-made set of components; everything is 

clear to the developer and the designer. 

7.  We don't have a design system and I think this should be changed. 

8.  Design system can make the UX designer's job easier when he or she uses it correctly. 

9.  Design system is essential and definitely helps the designer. I think it will become a standard. 

10.  I think it is a necessary element in an organization - it takes time to develop it correctly, but the integrity 

in the design is worth it. 

Source: own elaboration. 18 
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Designers consider the design system to be a great convenience in their work, which allows 1 

them to maintain consistency in a project on which more than one person is working. 2 

Respondents also pointed out that a good UX designer should not be limited to components 3 

from the design system, as this can result in low-quality projects and, ultimately, professional 4 

burnout if his or her work is based solely on inserting ready-made components. 5 

The next thematic block dealt with designers' problems in the area of communication with 6 

the client. At this stage, designers highlighted various elements of communication that can be 7 

problematic (Table 3). 8 

Table 3. 9 
Problems identified in the area of customer communication 10 

Topic Communication with the client 

1.  Clients do not understand the mock-up stage. 

2.  Problem with time, arranging meetings. 

3.  Customer should be aware that once they accept wireframes, it will be difficult to make changes later. 

4.  Consultation with the client at the low-fidelity prototyping stage is essential. 

5.  The customer adds more work not in line with the contract. 

6.  Gathering requirements from the customer is problematic. 

7.  Lack of ability to do research outside the client organisation. 

8.  Client does not want to invest in research. 

9.  Client makes changes to the project after research has been carried out. 

10.  Client has very high expectations - I need to get to know them and understand what they really want. 

Source: own elaboration. 11 

Clients' lack of understanding of the mock-up phase is one of the problems identified by 12 

designers. UX designers organize a meeting where they present wireframes/low-fidelity 13 

prototypes to the client. The result of such a meeting should be client acceptance of the 14 

prototypes. During the meeting, the client has the opportunity to ask questions, have suggestions 15 

for changes, or talk about their concerns. Some time later, the designers meet again to present 16 

the high-fidelity prototypes to the client, incorporating the changes made at the earlier meeting. 17 

At this stage, the client often realizes that they had imagined it differently and asks for changes, 18 

which can take a lot of time at this stage of the project. 19 

The second problem is gathering requirements from clients. Respondents say that the client 20 

can change the requirements within a week after the designers have done some of the design 21 

work. Changing requirements leads to design changes. This lengthens the whole project 22 

process. There is also the issue of scheduling meetings with clients. Clients often cancel 23 

meetings due to lack of time. 24 

Among the problems related to communication with clients, respondents also mention  25 

a lack of willingness to allocate funds for research. Usually, clients come to the organization 26 

with ready-made research results. Designers note that sometimes these requirements have been 27 

written without any research with users. Designers do not know the real cause of the problem, 28 

the need for the solution. They are forced to formulate reasons that may not be applicable in 29 

practice. 30 
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The last block of topics in the interview were the problems encountered during the design 1 

process in the organization. As in the case of communication problems with the client,  2 

the interviewees distinguished different problem areas (Table 4). 3 

Table 4. 4 
Problems during the design process in an organization 5 

Topic Problems during the design process in an organization 

1.  Lack of in-house research. 

2.  Implementation process starts during design. 

3.  Testing on final prototypes. 

4.  Lack of opportunity to test with users. 

5.  Lack of clear way of creating documentation; no trainee supervision. 

6.  Lack of testing with users. 

7.  Lack of precise information about the commissioned task; no contact with developers. 

8.  Initial stages perform based on user's own perceptions. 

9.  Organization of tests with users. 

10.  I think the worst is the beginning and end of the project. 

Source: own elaboration. 6 

Among the problems in this area, respondents point to the lack of opportunities for user 7 

testing. Furthermore, testing is often only carried out on final prototypes, and designers would 8 

like to be able to test wireframes as well. In addition, respondents again point to the problem of 9 

not being able to do their own research, which leads them to carry out part of the design process 10 

based on their own ideas. 11 

One interviewee described the beginning and end of a project as the most difficult stages 12 

for UX designers. At the beginning a lot of different information must be taken in, the designer 13 

must focus on what value the product is going to generate for the customer. The designer then 14 

needs to communicate all this information to other team members. The end can also be  15 

a challenge when all the work must be handed over to the developers and provide them with 16 

carefully described files, mock-ups. Referring to the developers, the respondent also points to 17 

the lack of contact with the developers during the design process. Another related problem 18 

concerns the start of the implementation process already during the design process.  19 

The designer does not know the technical constraints, if a lot of changes occur, the team wastes 20 

a lot of time, and the company generates additional costs. Furthermore, the lack of a clarified 21 

way of creating documentation can also cause problems within the design team, both between 22 

designers and between the designer and developer. 23 

Respondents also pointed out inaccurate information in the tasks assigned by the Product 24 

Owner. First, the designer needs information about the cause of the problem, then he or she will 25 

know how to solve it. At the stage of describing tasks, the Product Owner should precisely 26 

define the problem and its cause before assigning the task to the User Experience designer.  27 

UX designers also mention the lack of support in organizing the research from the company. 28 

The organization wanted to allocate as little money as possible to the research, so that in the 29 

end the research did not take place at all. 30 
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A significant problem in the organization indicated by one respondent is the lack of 1 

supervision of the intern. The User Experience designer indicated that no one supervised his 2 

projects, and the intern was obliged to organize meetings with the client and present designs, 3 

having no practice in this area. 4 

The author's in-depth interviews with User Experience designers identified the needs of 5 

User Experience designers in organizations. 6 

5. Discussion & conclusions 7 

The research conducted for this article allowed the author to answer the main research 8 

question: What are the needs of User Experience designers in organizations? During the 9 

interviews, most of the designers' needs were identified in the area of the design process in the 10 

organization. User Experience designers' needs included the ability to conduct their own 11 

research and to improve communication between team members in the organization.  12 

In addition, novice User Experience designers should have the opportunity to interact with 13 

someone with more experience in this field within the organization. In formulating a detailed 14 

answer to this question, the author was helped by the supporting questions developed: 15 

(RQ1) What are UX designers' preferences in the area of splitting the User Experience/User 16 

Interface designer position? Most respondents appreciate the lack of split of the UX/UI designer 17 

position. Designers believe that a good designer should have knowledge of both UX and UI to 18 

perform well. 19 

(RQ2) What are the needs of User Experience designers in terms of communication with 20 

clients? Designers need regular meetings with the client. The client should also understand the 21 

different stages of the design. Systematic meetings allow designers to review each stage of the 22 

design experience and clients to understand the specifics and purpose of these stages. 23 

(RQ3) What are the needs of User Experience designers regarding the design process in the 24 

organization? User Experience designers want to be able to do their own research to ensure that 25 

the user has a positive experience when using the product. In addition, designers feel the need 26 

to be in constant contact with developers to be aware of technical constraints in the designed 27 

solution. Among other needs, the author also highlights the need to receive accurate information 28 

from the Product Owner, including the cause of the problem the designer needs to solve. 29 

(RQ4) How do User Experience designers evaluate the design system concept in the 30 

organization? User Experience designers feel that there is a need for a design system in the 31 

organization that ensures consistency in design and makes the work of designers and developers 32 

easier. 33 
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In future research, the author would like to conduct in-depth interviews with User 1 

Experience designers from other countries and make a comparative analysis of the collected 2 

results. 3 
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