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ABouTt

Nick is a strategic leader driving digital transformation for midmarket to enterprise organizations. Brings
expertise across the complete project journey with deep experience in digital products, frontline operations,
accessibility, and Al. Known for building strong product & design teams and delivering meaningful results in
telecommunications, enterprise software, and customer experience.

EXPERIENCE

DESIGN AND INNOVATION LEAD

ARCHITECH

Toronto, Canada

June 2022 - Present

Leading strategic & creative output of a digital consultancy’s design & customer experience teams.

e Al strategy and implementation
o Leads enterprise clients in defining and delivering Al-driven transformation initiatives, from agentic workflows and
customer-facing assistants to Al-augmented engineering practices.
o  Guides executives on high-value use-cases, regulatory compliance, and data strategy, securing funding and
aligning Al adoption with business outcomes.
o Keeps the consultancy ahead of the curve by leading an R&D team, blending cutting-edge research with
pragmatic, human-centred design.
e Al Agent for contact centres
o Led end-to-end design, including conversation design, prompt engineering, ethics and regulatory compliance, for a
proprietary Al collection agent for a Big-3 Canadian telecom
e Enterprise sales & service platform for Big-3 Canadian telecom
o Reimagined and relaunched an underperforming digital storefront by leading discovery, stakeholder alignment,
competitive analysis and product design.
o  Fulcrum between product, design, tech and business teams. Owned the relationships between stakeholders in all
teams and ensured collaboration and consensus.
o Revamped service led to a 96% increase in product delivery speed and 90% reduction in fulfillment time by
devising unique LBGUPS journey and supporting processes.
o Rewards program for Big-3 Canadian telecom
o  Served as client partner SME owning design and user experience across multiple project teams, driving account
and product strategy, delivery excellence and expansion.
o Led roadmapping and strategy initiatives that established long-term tactical actions for growth in a crowded
competitive market.
o Responsible for ensuring synergy across teams collaborating between organizations. Managed, mentored and
grew international multidisciplinary members of product, research and design teams.
o Scaled from single-province pilot to national reach over 2 years by leading service & CX design and
implementation.
o  Workforce management solution for national resource export terminal
o  Spearheaded a comprehensive investigation of a derailed workforce management digital transformation initiative,
uncovering critical issues and identifying opportunities to turn failure into success.
o ldentified the need for, proposed and led development of a bespoke Al assistant by investigating and introducing
clients to a use-case and implementation plan that suited their needs.
o  Transformed a potential project failure into a springboard for expanded services, sustained client engagement, and
technological innovation by winning trust.
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DESIGN LEAD

ASTOUND GROUP

Toronto, Canada

October 2020 - June 2022

Subject matter expert on best practices for UX, innovation, and design for rich interactive experiences, digital products
and services.

e International healthcare equipment manufacturer
o  Spearheaded the digital transformation of the client’s buyer experience journey in response to the COVID-19
pandemic by crafting a tailored, industry-first solution as design and strategy lead.
o Crafted a comprehensive service design blueprint by engineering high-impact workshops, uncovering critical
insights and aligning stakeholders on a shared vision.
o Improved buyer experience and preserved pre-pandemic conversion rates by delivering an innovative digital
platform.

TECHNICAL MANAGER

NATIONAL FILM BOARD OF CANADA (NFB)

Toronto, Canada

March 2020 - October 2020

Developed innovative VR and mocap solutions, user research interventions, and dynamic real-time debugging for a
revolutionary immersive mixed reality performance.

GRADUATE RESEARCH ASSISTANT

OCAD UNIVERSITY

Toronto, Canada

April 2020 — September 2020

Research and curriculum development for graduate-level online learning, with a focus on accessible VR tools,
photogrammetry, and computer-assisted design.

PRODUCT DESIGNER

MYANT (Desiacn4d @RBC CEeNTRE FOR EMERGING ARTISTS AND DESIGNERS)

Toronto, Canada

Co-op September 2018 — May 2019

Led a diverse team of researchers and designers to develop a groundbreaking health and wellness app for users of
next-gen smart wearables.

EXPERIENCE DESIGNER

SECRET CITY ADVENTURES
Toronto, Canada
November 2016 — January 2018

Devised and produced original live narrative immersive games in association with key stakeholders.

EbpucarioN
MASTER OF DESIGN BACHELOR OF ARTS, HONORS
DIGITAL FUTURES THEATRE STUDIES
OCAD University, Canada, 2020 York University, Canada, 2011
ACCREDITATIONS
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IDEO

Activating Strategy

Designing Strategy

Human-Centered Strategy

IBM

Enterprise Design Thinking Practitioner

Enterprise Design Thinking - Team Essentials for Al

GOOGLE CLOUD SKILLS BOOST FOR PARTNERS

Digital Transformation with Google Cloud
Innovating with Data and Google Cloud
Generative Al

Large Language Models

Responsible Al

Advanced Conversation Design

TALKS & PUBLICATIONS

SPEAKER

THE AGENCY VIEW: WHAT AI-FIRST REALLY

TAKES
Design Leadership Summit, 2025, Toronto ON

TELUS BUSINESS MARKETPLACE loT
TRANSFORMATION
Architech Explains, Digital, 2023

THE NATURE OF NARRATIVE
cyberhaze, OCAD University 2020, Toronto ON

MACHINIC SENSE AND SENSIBILITY

International Symposium of Electronic Art (ISEA) 2020,

Montreal QC

AUTHOR

THE PROBLEM WITH IMMERSION

International Symposium of Electronic Art (ISEA) 2020,
Montreal QC

PLAYTIME FOR PUNCTUM: AUGMENTED
ROLE-PLAY
M.Des Thesis, OCAD University 2020, Toronto ON

SKILLS
o Digital transformation e Agile methodologies
o Al transformation o  Project management tools
o Digital strategy (Salesforce, Jira, Confluence, Notion)
o Design thinking e Prototyping tools
o  Concept development (Miro, Figma, Adobe CS)
e  Customer experience o Presentation tools
e Agent experience (Powerpoint, Slides, Canva, Prezi)
o Digital accessibility (WCAG) e RFP & pitch development
o Product & service design e  Emerging technology
e Innovation o Immersive media
o  Team leadership, coaching & mentorship e  Games & gamification
Links
nickalexander.ca/ (Website)
linkedin.com/in/npyalexander/ (LinkedIn)
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