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PROFILE
I've spent 15 years leading design in large, complex organisations, making digital experiences better for customers and more effective for the business.
At KPN, I lead a team of 30+ designers, researchers and service specialists across consumer apps, TV and AI services. We've established new experience standards through our Lovable design principles, and in 2026 won our first DIA and Red Dot awards. Before that, I led the development of Philips' award-winning global design system across 112 healthcare products. I've also spent two years on ING's Advanced Analytics management team, bringing human-centred design into AI and highly regulated processes.
What I bring is the ability to turn a design vision into something an organisation can actually deliver. I know how to get product, technology and business leaders moving in the same direction, build consistency across complex platforms, and connect better customer experiences to measurable results. Having worked inside ING, I'm particularly interested in how its global digital experience can become more connected, personal and proactive through AI, without losing the simplicity and trust customers expect.
KEY ACHIEVEMENTS
1. North star that stuck: created KPN's “Lovable” experience principles, now used by 9 product teams across app, web, TV and AI. CSAT +5 pts, app MAU +8%.
1. Two awards in 2026: by coaching and designing with the team, we won a DIA (Dutch Interactive Award) for our A/B testing methodology and a Red Dot award for our “Mobile MB donating” feature.
1. AI service model: shaped KPN's Digital Life Companion strategy, a proactive, AI-led way of helping customers. First releases cut service calls by 14%.
1. Global design system: built the Philips Design Language System (iF Design Award) and rolled it out across 112 products and 30 teams in 5 countries.
1. AI in a regulated bank: led design of AI-assisted KYC at ING, cutting compliance handling time by 75%.
1. Commercial results: removed 3 FTE of supplier cost through AI-enabled design practice at KPN; met a €1M sales target every year at Deloitte.
EXPERIENCE
VP Experience Design  |  KPN	Jun 2025 – Present
Customer Digital Innovation (CDI), Consumer Market (B2C, omnichannel). Digital products and AI services for 3.9 million KPN customers.
1. Lead a 30+ design organisation across UX, interaction design, service design, research and product design. Built a leadership layer of 7 design leads who work as strategic partners to product and technology leads.
1. Set the experience vision and the “Lovable” design principles for KPN Consumer, so the Mijn KPN app (1.67M monthly users), web, TV platforms and AI initiatives feel like one KPN instead of separate products. CSAT +5 pts and MAU +8% since launch.
1. Put customer evidence at the start of product decisions through an A/B testing and experimentation programme and behavioural analytics in Mijn KPN (4 tests per quarter). Linked experience changes to conversion, digital sales and churn.
1. Evolved the Kermit design system so patterns ship as reusable production components across the teams.
1. Introduced AI-enabled design practice (faster research synthesis, AI prototyping, building with Claude Code), speeding up delivery across product teams and replacing 3 FTE of external supplier capacity.
1. Created new product designs for innovative mobile features such as “Voor jou Friday” and “KPN chat”.
1. Member of the CDI leadership team for Consumer Market, deciding on digital products, AI investment and ecosystem partnerships. KPN's external voice on experience, including the 2026 UX Rotterdam keynote.
UX Lead Design  |  ING	Aug 2023 – Jun 2025
Advanced Analytics, Wholesale Banking. Amsterdam.
1. Member of the Advanced Analytics management team, shaping decisions on AI adoption, operational efficiency and digital transformation within ING's risk, governance and regulatory frameworks.
1. Led research, design and rollout of AI-assisted KYC processes, cutting compliance handling time by 75%.
1. Designed human-in-the-loop AI workflows that analysts could understand, check and audit, improving productivity and accuracy in high-risk financial processes.
1. Built and led a multidisciplinary design team, embedding human-centred design across data science, product and engineering.
1. Worked with ING's Orange Juice design system on the digital products.
UX Director  |  Deloitte	Sep 2021 – Aug 2023
Customer Strategy & Applied Design. Amsterdam.
1. Led experience design work for IKEA, ING, Rabobank, Santander, Majorel and PVH, turning customer insight into digital products and service strategies, including mobile banking, IKEA AI Personalities and digital lending for Rabobank.
1. Tied every design strategy to client KPIs and reported results against them.
1. Managed multidisciplinary teams, budgets and timelines, and won new work through pitches and proposals. Met a €1M annual sales target every year.
Global Experience Director  |  Philips	Jul 2016 – Sep 2021
Global Design, Precision Diagnosis. Teams across the Netherlands, US, China and India.
1. Led experience strategy and design teams across 112 healthcare products, including MRI, CT, Ultrasound and digital health apps, raising usability and design quality across the portfolio.
1. Created the Philips Design Language System (iF Design Award) and drove its global adoption, turning shared patterns into reusable components used by design and engineering teams worldwide.
1. Set up design governance between global and local product teams. Research for Philips' “Bama” medication app showed that Chinese users responded well to animal mascots, so we created Philips' first on-brand anime husky: a small but meaningful cultural adaptation that made the app feel friendlier and helped encourage medication adherence.
Earlier roles in digital and UX design: full history on LinkedIn.
AI TEACHING & EDUCATION
AI/UX Course Creator & Lecturer  |  Designlab	May 2025 – Present
Contract, remote.
1. Designed and teach a 4-week practical course for design and product professionals on applying AI to research, experimentation, ideation, prototyping and testing.
1. Help people choose tools wisely, build repeatable AI workflows, create impactful designs and lead responsible adoption without losing human judgement, design quality or trust.
EDUCATION
Executive MBA  |  University of Amsterdam (UvA)
Corporate Transformation specialism. Graduated with distinction.
BA (Hons) Applied Graphics with Multimedia Technology  |  Glasgow Caledonian University
Upper Second Class Honours (2:1).
BOARD, SPEAKING AND RECOGNITION
1. Advisory Board Member, University of Amsterdam, Economics & Business faculty (2023 – present)
1. Keynote, UX Rotterdam 2026: “Designing for the Age of Asking: How AI is Rewriting the Rules of Experience”
1. Panel, EB Next 2026: business benefits of gender diversity in leadership teams
1. DIA & Red Dot Design Awards: 2026
1. iF Design Award x2 (2020): Patient Dashboard and Modules, Philips
1. Juror, America By Design, Season 2 (2021) – episode premiere
CERTIFICATIONS, SKILLS AND LANGUAGES
Certifications: Nielsen Norman Group UX Certified, UX Management specialty (ID 1059569) · Generative AI for Executives and Business Leaders · Designing the Organisation
Expertise: Experience vision and design principles · Design systems and governance · Conversational and agentic AI experiences · Research, experimentation and behavioural analytics · Building design organisations and leaders · Executive stakeholder management
Languages: English (native) · Dutch (B1)
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