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About

Ci’ :By Duncan Tuc(ananm.acDonald, a yultimdisciplinarA, Mcotland Lased designer 
and artist focussed on experience and product design’

ThHODM bFhKED b:|C

XaseLlocks Design is Xentral Glasgow Xaledonian Uni)ersitA :nsig(ts

.ake Mtudio Oatbest :nternational Mkills De)elopyent Mcotland

MKhH|XC MkA MIX Uni)ersitA of t(e best of Mcotland

Experience

Head of Research & Design
:nsig(ts 2 -eL 0&00 m Fct 0&00

hesponsiLle for a crossmfunctional h'D departyent co)ering User hem
searc(, Product .anageyent, Mer)ice Design, Product Design and Wisual 
Design’ : represented h'D wit(in :nsig(ts3 senior leaders(ip group, and 
coac(ed and led t(e h'D senior yanageyent teay across a departyent 
of +&• specialists wit(in t(e Xustoyer and Digital function’ hole Cig(m
lig(ts 
jXreation of a dedicated DesignFps function and coypanAmwide alignm
yent of operations teays’ 
jEstaLlis(ing a dedicated User hesearc( function wit(in h'D focussed on 
accessiLilitA and Mer)ice De)elopyent’ 
jDe)eloping role structures and career de)elopyent pat(waAs for lead 
practitioners and :ndi)idual XontriLutors alongside yanageyent and 
leaders(ip pat(waAs’ 
jEstaLlis(ing crossmfunctional strategic alignyent and 1oint planning 
practices Letween Design, Males, X(ange and Product functions’

Principal Design Manager
:nsig(ts 2 Dec 0&9q m -eL 0&00

Hfter initiallA 1oining :nsig(ts as a X(ange Xonsultant ad)ising on a future 
Design function, : took on t(e Principal role and o)ersaw t(e estaLm
lis(yent and de)elopyent of Mer)ice Design, Product Design and Wisual 
Design teays’ hole Cig(lig(ts 
jEstaLlis(ing and eyLedding User Xentred Design and UR practices 
wit(in t(e newlA foryed h'D departyent and across :nsig(ts’ 
j:ypro)ing internal sales and product docuyentation enaLling custoyer 
facing colleagues to reduce lead tiyes on yinor client re4uests froy 97 
daAs to one (our, leading to an increase in custoyer OPM froy m7& to 8&• 
in one 4uarter’ 
j:ntroducing and estaLlis(ing UR Design practices wit(in |ec(nologA and 
Product De)elopyent teays’ 
jDe)eloping 1oint deli)erA strategies Letween Product Fperations, Dem
sign Fperations and Males Fperations teays’ 
jMcaling Design and UR capaLilitA froy a single teay of 0, to 96 practim
tioners across + teays wit(in a fastmpaced c(ange and transforyation 
prograyye’

Lead Service Design Consultant
Oatbest :nternational 2 Hpr 0&9/ m Mep 0&9q

hole Cig(lig(ts 
jXontriLuting to t(e estaLlis(yent of (aLitual, researc(mled design pracm
tices w(ic( were adopted across Oatbest%hTM’ 
j|raining and coac(ing design yanagers and product yanagers in pracm
tical User Xentred Design yet(ods’ 
jIeading design of ya1or feature releases t(roug(out 0&96 into 0&9q inm
cluding iypro)eyents to transaction (istorA and displaA, fraud and scay 
reporting, and yultimfactor aut(entication, t(at led to a 0&5 increase in 
acti)e users v9’/ yillion new usersS’ Hwarded 3Test Tanking Hpp3 at Tritis( 
Tanking Hwards in Lot( 0&96 and 0&9q’
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Lead UX Consultant
MkA  2 Hug 0&9J m Hpr 0&9/

hole Cig(lig(ts 
jIeading UR design on MkA .oLile Lack oVce, de)eloping oynimc(annel 
Males and Xustoyer Mupport solutions, including Xh., Xase .anagem
yent and dialer routing processes’ 
j:ntroducing usaLilitA iypro)eyents t(at reduced tiye re4uired for 
software onLoarding and training froy 7 weeks to 7J yinutes’ 
j:ntroducing process iypro)eyents and optiyised features t(at rem
duced a)erage call (andling tiye on new sales froy 0+ yinutes to 8 
yinutes across 9&,&&& Males Hgents’ Pre 0&9J

Head of UX
XaseLlocks 2 .aA 0&97 m Yun 0&9J

Ied UR at TP. % Xase yanageyent startup XaseLlocks’

Design Manager
Mkills De)elopyent Mcotland 2 Mep 0&9+ m Hpr 0&97

Ied UR and Mer)ice Design teays on t(e de)elopyent of Mcotland3s .odm
ern Hpprentices(ips frayework and associated oyni c(annel ser)ices’

Teaching Lecturer
Glasgow Xaledonian Uni)ersitA 2 Fct 0&90 m Hug 0&00

TsX%.sX, Digital Design

Lead UX Consultant
MIX 2 Fct 0&90 m Mep 0&9+

hesponsiLle for all puLlic facing MIX weLsites and digital ser)ices, aligned 
wit( colleagues in t(e Lroader Go)ernyent Digital Mer)ice’

Lecturer
Uni)ersitA of t(e best of Mcotland 2 Yun 0&9& m Yun 0&90

.H, Xreati)e .edia Practice

Co-Founder / Director
.ake Mtudio 2 .ar 0&&q m Mep 0&90

Xom-ounder and Director of yultimdisciplinarA design practice .ake Mtum
dio, featured in X(annel 7 and Xreati)e Mcotland3s 3t(is is central station3’

Senior Designer
Design is Xentral 2 .ar 0&&/ m -eL 0&&q

Menior Digital Designer at yulti award winning design and tec(nologA 
studio Design is Xentral’ Mcottis( Design Hwards 0&&8, 0&&6’

Freelance Designer and Illustrator
 2 Fct 0&&7 m .ar 0&&/

hepresented LA XO Iondon and HF:’

Junior Designer
MKhH|XC 2 Fct 0&&+ m Fct 0&&7

Graduate placeyent m Iocofoco Hug m Fct 0&&+


