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Dublin, Ireland

SKILLS

Design

¢ Employee Experience (EX)

e Product Strategy & Experience
Visioning

¢ Human-Centred Design & Design
Thinking

e Journey Mapping & Service Design

e Al Product Experience & Enablement

e Research & Insight Synthesis

o Stakeholder Engagement

e Facilitation & Workshops

o Experience Measurement

¢ Change Communication &
Roadmapping

CERTIFICATIONS

Design Thinking Facilitator
Accenture Learning Academy (FORM)
2022

EDUCATION

Full Stack Web Development
Diploma
The Code Institute - 2018

Business Management
Masters
Irish Management Institute - 2016

Digital Marketing
Diploma
Digital Marketing Institute - 2014

English & Sociology
BA

NUI Maynooth - 2009

Customer Experience (CX) Strategy &

Nichola Wolfe

Experience Strategist & Consultant | CX, EX & Product
Principle / Senior Manager

PERSONAL BIO

II'm an independent Experience Strategist and Consultant specialising in Customer,
Employee, and Product Experience (CX, EX & PX). | partner with selected
organisations to design experiences and Al-enabled products that connect with
people and deliver measurable impact.

Over the past two years, my focus has been on Al product strategy, design, and
adoption within the global pharmaceutical sector. These initiatives extended beyond
user experience to deliver efficiency gains, cost savings, and process optimisation in
critical areas such as clinical trial planning, scientific research, and R&D operations.

With over 15 years of experience across technology, pharma, aviation, and
professional services, | bring a holistic approach that unites experience strategy,
product vision, and implementation design. My work combines research, data-led
insight, and design thinking to help organisations define high-impact opportunities,
guide transformation, and realise business value from Al and emerging technologies.

Whether defining an Al roadmap, reimagining a process workflow, or designing
adoption strategies that make innovation stick, my focus remains constant: bridging
human needs with business outcomes through strategic, evidence-based design.

WORK EXPERIENCE

2023 - Present | Independent Experience Strategist &

Consultant (Contractor)

artnering with global organisations to design and implement Al-enabled product
and experience strategies that drive measurable business and operational impact.
My work spans product strategy, experience design, and adoption planning —
aligning people, process, and technology to deliver sustainable results.

Selected Projects:
Al Product Strategy & Design Lead - Global Pharmaceutical
Organisation (R&D Predictive Analytics)
e Led experience and product strategy for a new Al platform built from
the ground up to optimise clinical trial planning.
e Partnered with the Head of Predictive Analytics and Business
Transformation Office to shape vision, UX, and success measures.
e Product expected to drive significant process efficiencies, reduced trial
cycle times, and cost savings.
Al Product Adoption Lead - R&D Division, Global Pharmaceutical
Organisation
* Defined and led the global Al adoption strategy across R&D to align
usage with business priorities.
e Created frameworks to measure engagement and realised value,
improving visibility into ROI.
e Embedded a human-centred approach that increased confidence and
sustained adoption across scientific and operational teams.

Al Product Strategy & Design Lead - Scientific Research Content
Platform
* Developed product vision and experience strategy for an Al solution
supporting scientific research content creation and knowledge sharing.
e Collaborated with data science and UX teams to enhance content
quality, compliance, and accessibility.
e Delivered measurable efficiency gains in research documentation and
workflow optimisation.
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Design

Employee Experience (EX)

Product Strategy & Experience
Visioning

Human-Centred Design & Design
Thinking

Journey Mapping & Service Design
Al Product Experience & Enablement
Research & Insight Synthesis
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Experience Measurement

Change Communication &
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2022
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Full Stack Web Development
Diploma
The Code Institute - 2018

Business Management
Masters
Irish Management Institute - 2016

Digital Marketing
Diploma
Digital Marketing Institute - 2014

English & Sociology
BA

NUI Maynooth - 2009

2018-23 | Accenture | Senior Manager, Experience &
Digital Products

Led the Experience and Digital Products team within Accenture's Experience
practice, delivering large-scale transformation projects across multiple industries.
Oversaw strategy, design, and delivery of customer, employee, and product
experience initiatives.
e Directed CX and digital product programmes in utilities, technology, and
professional services sectors.
¢ Managed multidisciplinary teams including UX, Ul, data analytics, and PMO,
ensuring seamless collaboration and quality delivery.
¢ Championed design thinking and innovation, facilitating executive sessions
and embedding human-centred methods across client programmes.

Key Projects:

o National Utilities Company: Designed end-to-end customer journeys for the
Smart Meter rollout, improving engagement and service efficiency.

e Global Media Company: Led SMB customer experience redesign, enhancing
onboarding and increasing adoption of advertising products.

2016-18 | Jobbio | Customer Engagement & Insights Lead
e Developed customer engagement and insight frameworks to optimise user
experience and product uptake.

2015-16 | Silicon Republic | Client Lead & BD Manager

o Designed client programmes and campaigns focused on technology and
innovation audiences.

2014-15 | Distilled Media | BD Manager

o Created advertising solutions and contributed to product development across
online platforms.

2013-14 | Daft.ie | Key Account Manager

¢ Managed strategic client relationships and advised on digital engagement
and campaign design.

REFERENCES

Available upon request.
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