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ABSTRACT

In the healthcare sector, fostering deep customer (patient) commitment is critical for improving patient outcomes, ensuring satisfaction, and building long-
term loyalty. Human-Centered Design offers a strategic framework for achieving this by prioritizing the needs, experiences, and perspectives of patients
throughout service delivery. While patient views are often studied, the perceptions of employees who implement and embody these principles are a crucial
indicator of an organization's true adoption of Human-Centered Design. This study aims to investigate the impact of Human-Centered Design initiatives on
customer commitment from the perspective of employees at the Royal Hospital. It seeks to understand employees' awareness of Human-Centered Design
principles, their perception of its application in hospital processes, and their views on how these practices influence patient loyalty and trust. A quantitative
cross-sectional survey research design was employed. A structured questionnaire was distributed to a stratified random sample of 90 clinical and non-
clinical employees at the Royal Hospital. The survey measured variables across key dimensions: (1) employee understanding of Human-Centered Design,
(2) perceived integration of Human-Centered Design in patient care workflows, (3) observed patient feedback and satisfaction, and (4) overall customer
commitment. Data were analyzed using descriptive statistics, correlation analysis, and multiple regression to determine the relationship between Human-
Centered Design adoption and customer commitment. The results indicate a strong positive correlation between employees' perceived use of Human-
Centered Design and their assessment of customer commitment. Employees who reported a higher integration of Human-Centered Design principles—such
as empathy, co-creation, and iterative feedback—in their departments also reported higher levels of patient trust, satisfaction, and intention to return.
However, the study also identified variability in the implementation of Human-Centered Design across different hospital units, suggesting opportunities for
more consistent training and application.
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