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Service Designer with 7 years of experience transforming Fintech and Wealth Management legacy platforms into user-friendly automated workflows. Expert in service blueprinting, L2/L3 product mapping, and design processes. Experience navigating ambiguity to design MVP operating models for streamlined service experiences.

 
Work Experience
Digital Design Lead, Helios Corporate Credit Lending    Nov 2024 - Present
Citibank | Mississauga, Ontario, Canada
1. Leading end-to-end design process of 10 foundational projects for credit platform, translating complex underwriter data into automated service blueprints
1. Facilitating user testing on designs to validate impact assessment, usability and areas for improvement for future product iterations
1. Creating future state strategy for L2/L3 processes to increase user adoption KPIs of underwriter workflow process automation over legacy manual processes while focusing on data integrity, risk mitigation and permission models
1. Developing governance structures and design standards to reduce "broken telephone" issues across cross-functional squads.
1. Gathering technical requirements, process maps and user research to understand user painpoints, business constraints and technical constraints to design within
 
Senior Product Designer, Payments, RBC Edge Corporate Banking    Sep 2022 - Sep 2024
Royal Bank of Canada | Toronto, Ontario, Canada
1. Demonstrated project management and ability to lead 10 features end-to-end in agile workspace for client-facing B2B banking software during $13 Billion bank acquisition
1. Internal communication with SVPs and Directors to report business, and user needs analytics in helping set business strategy and product vision focused on innovative business banking web applications
1. Demonstrated attention to detail, initiative, and collaborative problem solving during brainstorming sessions during concept ideation phase for multiple payment processing and reporting tool design projects
1. Applied strategic thinking, process design, content strategy and research performance metrics to help create wireframes and prototypes
1. Used cross-functional communication skills and knowledge of CSS to lead development teams and product owners through design system development, responsive design and change management
1. Clear communication skills when presenting design work to product owners, design leads, go to market, risk and legal to articulate regulatory requirements and feedback during product ideation process
 
Staff Designer    May 2018 - Jan 2024
Vector Studios | Toronto, Ontario, Canada
1. Conducted detailed market and competitor analysis to identify unique product opportunities, translating insights into strategic product roadmaps focused on differentiation, user insights and addressing pain points
1. Created scalable design patterns and components based on user testing to reduce development time, and improve user adoption through consistent user journeys
1. Partnered with business and product partners to uncover technical and business constraints to ensure alignment on product direction and MVP deliverables
1. Provided high-level direction and knowledge sharing to product and design teams to improve onboarding experience, prototyping quality, cross-functional communication between product teams for increased success and productivity
Product Designer, Wealth Management    Nov 2021 - Nov 2022
Univeris Corp. | Toronto, Ontario, Canada
1. Ability to lead user experience design including wireframing and prototyping for multiple, white-labelled wealth management platforms and squads simultaneously
1. Conducted product design analysis to create scalable UI patterns for design system to improve development efficiency while improving design standards on legacy product
1. Used collaboration and communication skills to facilitate design reviews with tech leads, POs and stakeholders
1. Developed prioritizing and problem-solving skills while working with multiple product teams simultaneously Took ownership to add process flow improvements including agile methodologies, design debt tracker using JIRA tickets, confluence documentation of design changes to help create strategic goals for feature prioritization
1. Used design and presentation skills to create prototypes for research sessions and communicating design features during client presentations
 
Service Designer, E-commerce    Sep 2018 - May 2022
E6 Carbon + E6 Forged | Toronto, Ontario, Canada
1. Designed dedicated product customization purchasing experience through process mapping
1. Collaborated with stakeholders to create branding, marketing, customer service strategy and product content for vendors
1. Produced deliverables for every stage of the design process including brand identity (iconography, typography style guide, colour palette, logo) , design system, digital concepts, user flows and prototypes
1. Used agile UX and strategic thinking to launch product features incrementally while analyzing performance data to increase sales, logistics and third-party vendor management
 
Conversation Designer, Customer Service AI Chatbot    May 2021 - Nov 2021
Bell Canada | Toronto, Ontario, Canada
1. Designed the consumer-facing conversational chatbot experience and UI for an enterprise AI, using LLM training to humanize automated customer support responses
1. Used critical thinking and process mapping to map user journey and conversation paths during ideation and prototyping phase
1. Worked cross-functionally with Data Science team during machine learning process
1. Used user testing to define edge cases, fallback responses and utterances with developers, service agents and POs
1. Used enterprise software to create prototypes and conduct testing to catch bugs and defects during production

 
Core Skills
B2C Product Strategy, systems architecture, cross-functional governance, design operations, DesignOps, Corporate Credit and Fintech, enterprise AI and LLM, regulatory and compliance design, data-driven decision making, stakeholder management, design systems, design leadership and mentorship in agile framework, wireframing, prototyping, UX journey mapping and strategy, user research and insight analysis, competitor analysis, information architecture, Figma, Figma Make, FigJam

 
Education
· BrainStation: Diploma, User Experience Design					       Jun 2020 - Sep 2020
· Ryerson University: Bachelor Degree, Fashion Communications Design		      Sep 2013 - Apr 2017
 
Awards
· Females in Technology, Scholarship. May 2020 | BrainStation
· Student showing excellent knowledge and skillset of UX design in program portfolio application
