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SUMMARY 

Service and Strategic Design leader with 14+ years’ experience driving digital transformation 
across Automotive, Finance, Health, and Consumer Goods. Skilled in journey mapping, 
service blueprinting, and innovation strategy, with a strong track record of leading 
international teams and delivering measurable improvements in adoption, efficiency, and 
customer satisfaction. Experienced mentor and lecturer, shaping the next generation of 
service and strategic designers. 
 
KEY SKILLS 

●​ Design Leadership: Service Design Strategy, Experience Strategy, Innovation Strategy, 
Human-Centred Design 

●​ Methods: Journey Mapping, Service Blueprinting, Workshop Facilitation, Stakeholder 
Management 

●​ Tools: Figma, FigJam, Miro, Mural, Jira, Otter.AI, Midjourney, ChatGPT, DALL-E 
●​ AI in Design: Generative AI, AI-augmented research & synthesis, AI-powered journey 

mapping, Prompt engineering for design ideation,, Responsible & ethical AI practices 

WORK EXPERIENCE 

Service Design SME  |  Nov 2024 – Present 
Globant, London, UK   
●​ Led stakeholder engagement with senior decision-makers, aligning service design 

strategy with client business goals. 
●​ Drafted and presented design strategies for proposals to prospective clients, helping 

secure new opportunities in financial services and consumer industries. 
●​ Championed cross-functional teams to deliver service design and omnichannel 

strategies through research, ideation, and digital product definition. 
●​ Defined user-centric experience principles and facilitated workshops, journey mapping, 

and prototyping to shape seamless services. 
●​ Led projects and team of designers for Ferrari and Santander, shaping innovation 

strategies, testing, prototyping  and driving service transformation. 

Service Design Lead  |  Mar 2020 – Oct 2024 
Globant, London, UK  
●​ Managed and mentored a multidisciplinary design team, ensuring delivery quality and 

professional growth while driving retention and repeat business. 
●​ Directed stakeholder interactions across multiple markets, translating insights into 

service roadmaps and proofs of concept. 
●​ Spearheaded service design initiatives for global clients including Nissan and SEVEN 

(Saudi Arabia), aligning customer needs with technology capabilities. 
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●​ Created and pitched strategic proposals blending service design, UX, and technology, 
securing follow-on contracts and positioning Globant as a trusted innovation partner. 

Lead Innovation Strategy Consultant  |  Sep 2018 – Mar 2020 
A Piece of Pie, Bogota, Colombia  
●​ Led service design and innovation projects for Samsung, Mondelez, PepsiCo, Roche, 

AbbVie, and Bancolombia. 
●​ Facilitated creative workshops generating 40+ new product and service concepts, several 

taken to market. 
●​ Oversaw project budgets and team performance, ensuring client satisfaction and 

financial efficiency. 

Innovation Consultant  |  Jun 2017 – Aug 2018 
Inter-American Development Bank & National Mining Agency, Bogota, Colombia   
●​ Delivered process re-engineering consultancy for the National Mining Agency, cutting 

procedural inefficiencies by 20%. 
●​ Facilitated ideation and conceptualisation workshops, creating opportunities across 

regulated mining processes. 

Innovation & Service Design Consultant  |  Jun 2016 – Sep 2018 
Freelance, Bogota, Colombia  
●​ Provided service design and innovation consultancy to organisations in pharmaceuticals, 

FMCG, automotive, health, and ICT such as Volkswagen, Novartis, Grupo Familia, Nutresa, 
and AbbVie. 

●​ Consulted in the Digital Business Transformation Centres initiative (Ministry of ICT) and 
iNNpulsa Innovation Office (Ministry of Commerce), delivering digital transformation 
methodology and training that impacted 18 regions and more than 1,000 SMEs. 

University Lecturer – Design Strategy & Innovation  |  Aug 2016 – Jul 2019 
University of the  Andes, Bogota, Colombia 
●​ Designed and taught courses on Brand-Driven Innovation, Human-Centred Design, and 

New Product Strategy. 
●​ Mentored and co-evaluated  20+ students on their graduation projects  
●​ Led departmental initiatives modernising design education, raising student satisfaction 

scores. 

EDUCATION 

MSc in Strategic Product Design | Delft University of Technology, Netherlands | 2010 – 2012 

Bachelor’s in Industrial Design | Universidad ICESI, Colombia | 2000 – 2006 

ADDITIONAL INFORMATION 
●​ Languages: English & Spanish (full professional proficiency) 
●​ Scholarship holder, Colfuturo 2010 (awarded to Colombians at top-ranked universities 

worldwide) 
●​ International speaker and exhibitor, PDMA Innovation Research, The Hague, Netherlands 
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