
ABOUT ME
I’m a Manager of Consumer Experience (CX) at Blue Cross Blue Shield 
Association in Chicago with over ten years of working experience in design, 
strategy and research. As a CX manager, I help drive an “outside-in” 
approach and leverage insights to establish key areas of focus for improved 
customer experience. As a human-centered designer, I have developed 
service design blueprints, journey maps and strategic vision for clients in 
healthcare, technology, financial services and retail. 

As a skilled design practitioner, my experience in planning & conducting 
research and facilitating design sprints, empowers me to weave multiple 
data forms into actionable insights to create viable business solutions. 
I’m passionate about storytelling and designing business cases to help 
companies develop innovative products and build CX capabilities.

I completed my MDes from the Institute of Design with a focus on Design 
Research, Interaction Design, and Strategy. I studied visual communication 
at the National Institute of Design and worked as a motion graphic designer 
at a leading television channel in India. 

I believe in design fiction, embrace the intersection of design and 
technology, and enjoy crafting experiential interactions that create delight.

WHAT INSPIRES ME
People and culture, travel, food, 
color, textiles and prints, technology, 
making sense of data, design fiction, 
IoT, photography, and nature

“
I find comfort  
in ambiguity.
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EDUCATION
Master of Design  
Research + Interaction + Strategy
INSTITUTE OF DESIGN, CHICAGO 2014

Creativity & Innovation Certification
Harvard Business School Publishing
LOS ANGELES 2009

Graduate Diploma in Graphic Design  
Visual Communication
NATIONAL INSTITUTE OF DESIGN,  
INDIA 2008

PREVIOUS EXPERIENCE 
Experience Design Intern   
Moment Design, New York                  
MAY ‘13 - AUG ‘13

Lead Motion Graphic Designer 
NDTV Goodtimes, India  
OCT ‘10 - JUN ‘12 

Concept Design Intern
Walt Disney Imagineering, Los Angeles
SEP ‘09 - JUN ‘10

Motion Graphic Designer 
INX Media Pvt. Ltd, Mumbai, India
JAN ‘08 - AUG ‘09

VISUAL PORTFOLIO 
ketapatel.com

I help envision, design and deliver innovative products and services to clients with a focus on consumers. 
I have led teams and clients throughout the design process: from framing the client problem, applying 
research best practices, developing compelling concepts and experiences into viable business solutions. I love 
introducing clients and cross-functional teams to user-centered design methods and frameworks. Experienced 
in consulting with companies on setting innovation strategy, designing organizational culture and facilitating 
design sprints and workshops. I’m passionate about building user stories and wire-frames for products with a 
demonstrated understanding of interaction design, usability, and research best practices.
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WORK EXPERIENCE
Blue Cross Blue Shield Association | CHICAGO, IL, 2016 - PRESENT 
Manager of Consumer Experience (CX)
As part of the brand experience team, I help to implement and drive a 
customer experience culture that brings the BCBS brand promise and 
purpose to life. As the CX manager, I am responsible for advocating for the 
customer experience across the 36 Blue Plans.
            
• Successfully designed and delivered the BCBS Signature Experience 

vision and blueprint for 106 million Blue members
• Co-designed high impact customer journeys across Group, Medicare 

and Individual lines of business and developed a CX measurement 
framework including various metrics like NPS, CSat, and CES

• Drive strategic consultations to lead clients from CX vision to execution 
and to help connect CX efforts to business outcomes 

• Lead design sprints with BCBS Plan leaders to bring the Signature 
Experience to life through pilots that range from core basics to 
innovative solutions using lean design approach

• Consult and develop CX Management practices with BCBS Plan leaders 
to help them build strong capabilities in Measurement, Consumer 
Understanding, Strategy, Program Management, and Culture

Doblin, Deloitte Digital | CHICAGO, IL, 2014 - 2016 
Senior Innovation Consultant + Design Lead
As a skilled design consultant, I worked with multidisciplinary project teams 
by partnering with clients to develop innovation strategies and to deliver 
game changing solutions in the most dynamic industries 
    
• Led multiple phases and methods of research including ethnographic, 

evaluative and prototype testing
• As a product manager, I designed and developed the “Doblin Insights 

Library” which is a tool that hosts foundation of research insights that 
serves as a curated and customizable resource for Doblin

• Developed, designed, and tested a new cyber security product for new 
customers for a large technology company
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SKILLS & INTERESTS
User Experience Design:  
Design Sprints and Workshops, Service 
Design, UX Design, Interaction Design, 
Visual Storytelling, HCD Methods, Wire-
Framing, Behavioral Design, Prototyping, 
Journey Mapping, Opportunity Mapping, 
Data Visualizations, Concept Videos, 
Motion Design

User Research:  
Ethnographic Research, Qualitative 
Research, Quantitative Research, 
Executive Interviews, Survey Design, 
Trends and Contextual Research, 
Sensors-Based Research, Usability 
Testing, MVP Testing, Remote 
Ethnography

SOFTWARE SKILLS
Design: Adobe Creative Suite, 3D Max
Prototyping: Axure, InVision, Marvel 
Web and Data: Tableau, HTML/CSS

AWARDS, HONORS
• IXDA (Shortlist), ‘14  

Compass, for Google Glass
• EPIC LONDON, Pecha Kutcha, ‘13             

Your Creative Mindset Is the Future
• IoT Lab, Best Concept, ‘13 

WebVisions, Project: ‘Begin’
• Computer Human Interactions, ‘12  

Video Showcase, Project: Skywords
• Promax Asia Silver, ‘08  

Best Contest Promo, Motion Design
• The Rose of the Lidice Medal, ‘00  

Painting, Czech Republic
• BalShree National, Creative Arts, ‘97 

Awarded by the President of India
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KEY PROJECTS
Cyber Security Minimal Viable Offering | MAY ‘16 - SEP ‘16
Conducted generative and evaluative research (65+ participants) to test 
the key value proposition, and initial concepts for a Technology client in the 
silicon valley to launch a Minimal Viable Offering to solve for customers’ 
needs and challenges around cyber security prevention and protection. 
Prototyped and tested the MVO using agile design process.

Innovation Strategy in Specialty Insurance | AUG ‘15 - DEC ‘15
Conducted and synthesized ethnographic research across the insurance 
value chain—end users, agents, brokers, and underwriters—that led to 
themes and design principles, which informed the digital platform solution 
for a Specialty Insurance client. The client’s goal was to create a new 
end-to-end business solution, disrupting a complex experience model and 
value chain to develop a straight-to-consumer solution.  

Banking: Future Experience | DOBLIN JAN ‘16 - MAY ‘16
Applied human-centered design and behavioral economics using remote 
ethnography to understand the future implications of traditional banking for 
Millennials based on current trends and exponential technologies and led 
the design of future scenarios and high-fidelity dashboards for the “Digital 
Bank of the Future Concept”. Developed the wire-frames, mock-ups and 
concept video to bring the concept to life. 

Insights Library | DOBLIN DEC ‘14 - PRESENT
Designed and developed the “Doblin Insights Library” which is a tool 
that hosts foundation of research insights that serves as a curated and 
customizable resource for Doblin. Prototyped and tested the key features 
and the user experience before launching the pilot into production. 
Managed two major work-streams across internal team members as well 
as collaborated with designers and developers from various external 
vendors.

Google Glass Compass: Delightful Wandering | MOMENT DESIGN ‘13
Explored emerging wearable technologies, and environmental interactions  
leveraging Google Glass. Designed new visitor experience at the Bronx 
Zoo & showcased this using prototyping & visual narration.

Always On: Research Using Sensors | INSTITUTE OF DESIGN ‘14
Investigated the in-between moments of life to explore the ways in which 
users mediate information using mobile tech while on the go—to better 
understand technology’s role in helping users to manage their experience 
of connectedness. A qualitative overlay on quantitative data using 
monitoring techniques by introducing new tools like wearable devices, 
sensors and tracking apps.
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