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PROFILE

Over 20 years of experience in UX/Ul and empowering teams. 14 years in Telecom and
Video Game industries. Passionate about design, improving experiences, leading and
developing high-performing teams, while being futuristic with a strong sense of integrity.

EXPERIENCE

Associate Director, Experience Design

« Lead all Experience Design and Content Strategy teams for Verizon Value - Trac Brands,
including a portfolio of 9 prepaid brands and 14 different channels

« Accountable for impacting over 15-million customer experiences across all journeys and
their respective experience areas for: shopping, onboarding, managing and pay

« Responsible for 14-customer channels, including direct customer-facing channels like:
digital, app, conversational and indirect customer-facing like: care, indirect, and retai
+ Lead design process oversight, establishing and maintaining consistent experience design
activities, best practices, and deliverables across Trac Brands teams and program

- Design and implement strategies to elevate design quality, team performance, documenta-
tion, and better customer-centric experiences

« Champion design through CX programs and work streams to drive business and customer
impact and consistent strategies across Jrograﬂ ) teams

« Collaborate with CX, Engineering, Research, and Operations to plan and release products.

Director, Experience Research, Digital Design and Accessibility

2020-2023

« Led all UX Research, Digital Design and Accessibility teams for all brands. A portfolio of 11
brands and 26 million customers

« Responsible for design solutions and innovation across all journeys, mainly for digital
channels with direct customer-facing impact

« Accountable for customer experiences end-to-end for Accessibility and Digital Channels

« Reponsible for all UX Research across all brands, research prioritization, team structure and
third-party negotiations for offshore staff augmentation and research facilities contracts

* Represented accessibility in multiple conferences and established relationships across
advocates and vendors to deve\op accessibility as a competitive advantage

- Developed exceptional customer experiences while achieviing stakeholders’ expectations

Sr. Manager, Digital Design

2014-2020
Introduced Ul to the existing team and define new organization for Digital Design

+ Established and developed a team from 3 members to 20. Including Content, Experience
Design and Experience Management roles

* Implemented continuous improvement processes for cross-functional initiatives prioritization

« Performed complex workflow analysis and design for changes impacting any TracFone
customer-facing brand or channel; such as: WEB, TAS (Care), IVR, Handset, Mobile Apps,
Chatbot, PBX, E-Commerce

Sr. UX/UI Designer

2013-2014

* Responsible for 67 initiatives, including design UI/UX and transactional flows for: new brand
acquired (Simple Mobile - web/mobile/agent support/IVR/Dealer portal), Value Added
Services (Easy Exchange for all brands) and migration from 10+ year old legacy system to a
new agent support system (TAS: TracFone Agent Support - Oracle ADF CRM)

UX/UI Designer

20m-2013

+ Responsible for 35 complex initiatives, including design UX/Ul and transactional flows for
end-to-end experience for multiple brands. Channels included digital, indirect, and
conversational: WEB, APP, IVR, PBX, dealer systems and others

« Spearheaded design for 6 projects, including leading third-party collaboration for indirect
channels




GONZALO FIGUEROA UX/UI LEADER

EXPERIENCE
CNG Studios 2 / Designer | Founder
g « Manage a virtual team of 5 programmers and artists in the development of projects with
aggressive timelines. Successful completion and publishing of 100 games in only 6 months

using Agile methodology and rapid prototyping engines like Construct 2, Game Maker and
Unity 3D. Published 50 games for Windows 8+ and 50 games for Windows Phone 8+ with
Over 250,000 downloads

» Design graphics, game flow, UI/UX from high concept to implementation, using
human-centered interaction, psychology, and design-thinking. Determine game level layout

« Process IP(Intellectual Property) requests and copyrights, including contract design and
copyright applications

* Branding and art direction for digital 2D game plus printed marketing materials. Promotion
and event management across multiple cities in the U.S.

» Manage multiplatform casual games releases and testing, including platforms: Xbox Live
Indie Games, Windows 8+, Windows Phone 8+, HTML5, and iPhone

EDUCATION
Master’s in Engineering Management 2013

Florida International University

Bachelor’s in Computer Animation 2012

Miami International University of Arts & Design (The Art Institutes)

Bachelor’s in Industrial Engineering, minor in IT 2004
Universidad de Chile

CERTIFICATIONS
Glassbox Business Value Analyst 2020
Glassbox
Certified SAFe Product Owner/Product Manager 2020
Scaled Agile, Inc
Adobe Creative Cloud - After Effects 2019
: Jaibana Studios
oughtSpot o ) o )
Construct 2 UX Training: Agile UX, Intuitive and Simple 2019
UX Design Edge
UX Strategy 2019
UX Design Edge
Design Thinking 2019
Justin Ferrel - Standford D. School
Accesibility Fundamentals 2017
Gardens Award Deque
Web Accessibility Testing & Screen Readers 2017
Deque
UX Design Essentials for Mobile 2017

UX Design Edge

Six Sigma Green Belt 2009

Institute of Industrial Engineers

opr Group
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