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PROFILE 

Senior UX/UI Designer and Researcher with over a decade of experience leading end-to-end design 
and research across government, telecommunications, e-commerce, and media.  

I turn ambiguous business problems into validated, evidence-backed design decisions, using 
research to affirm what’s worth building, then designing and testing the best solution to balance 
desirability, feasibility, and viability. 

I bring senior stakeholders along on the research journey rather than presenting findings cold, and 
I've consistently delivered measurable commercial outcomes: conversion lifts, support-cost 
reductions, and features killed before they cost the business anything. 

Recent work includes AI-powered chatbots, B2B experiences such as the Telstra Business work I'm 
starting, and the internal safety, wellbeing, and security platform at Telstra. 

I also explore how AI can support UX work itself—running manual and AI-assisted research 
synthesis in parallel within my role at Telstra to understand where AI genuinely adds value in real 
workflows and where it still needs a designer's hand. Outside of work, I also use AI coding tools to 
extend what off-the-shelf platforms allow on my own projects, closing the gap between what I 
design and what ships. 

I have previously mentored emerging designers through UX Fundamentals teaching, and founded 
my own life-centred design lab exploring sustainable and speculative design. 

EXPERIENCE 

Senior UX Designer  |  Telstra 

Feb 2024—Present—Messaging Transformation, AI Chatbot UX, e-commerce, and B2B/B2C platform uplift 

•​ Telstra Business Messaging and Chatbot (B2B): supporting the UX, UI, and conversational 
design of a consistent interface and chatbot experience across multiple platforms for small 
businesses and enterprises managing connectivity that directly impacts their productivity and 
sales. 

•​ New AI Chatbot UX (B2C): designed within a constrained third-party platform to deliver a 
frictionless, accessible, and on-brand authentication experience, while laying the UX and UI 
foundation for future feature expansion. 

•​ E-commerce UX Uplift (B2C): implementing new regulatory requirements around credit card 
fees across numerous purchase and plan-change journeys and their variations, while uplifting 
the UI wherever it had fallen behind. 

•​ Safety & Security Portal UX Uplift (B2B): 
–​ Incident & Hazard Form Redesign—led a participatory design process and facilitated 

rigorous user testing to improve the lodging and review experience, reducing confusion and 
time to complete. 

https://www.damienlutz.com.au/designer/


–​ Investigations Form Redesign—tested concept designs with experienced and 
non-experienced business users to deliver evidence-based recommendations that improved 
comprehension and usability. 

–​ Risk Management (Profiles & Registers)—tested early concepts to provide evidence-based 
recommendations that strengthened user understanding and usability. 

Principal UX Designer  |  Dept. of Customer Service, NSW Government 

May 2023–Dec 2023—My Life Administrator—a personalised citizen services portal 

•​ Led research and design for My Life Administrator, a portal using personalisation to help 
citizens find and engage with government services faster, directly reducing load on frontline 
staff. 

•​ Brought together siloed departmental experts for the Parent & Carer Hub, reframing the 
product as a ‘concierge and doorway’ to existing departmental content so that child health, 
development, and education teams—who held critical knowledge but were used to working 
independently—could align on a shared, non-repetitive content approach. This simplified 
complex, sometimes overwhelming departmental advice into clear, actionable guidance, better 
empowering parents and carers to support their child's development. Delivered research and 
UX direction, including audience profiles and a prioritisation framework for development 
actions, to guide the design and testing phase. 

•​ Designed the UI for a new, stand-alone, needs-based service finder tool, built to route 
citizens to the right service without requiring them to already know what they're looking for. 

User Researcher  |  Dept. of Agriculture, Fisheries and Forestry, Australian Government 

Feb 2022–Feb 2023—Congestion Busting program—modernising Australian export processes 

•​ Worked cross-functionally with Service Designers, UX, Content, and Development to define 
problems, design, test, and deliver improvements to Australian export processes. 

•​ Designed and facilitated interviews and contextual enquiries with internal and external 
users, and mapped detailed user journeys and system flows. 

•​ Synthesised research into a full suite of design artefacts—personas, team profiles, journey 
maps, aspirational profiles, and recommendations—giving stakeholders a shared, evidenced 
view of the problem. 

•​ Ideated and iterated UI solutions directly with UX designers and stakeholders to keep design 
grounded in the research as it evolved. 

Senior UX/UI Designer  |  Vodafone Australia 

Feb 2017—Dec 2021—End-to-end research and UX for Vodafone's e-commerce platform and self-service app 

•​ Designed key initiatives within a 5–12 person UX team delivering Vodafone's e-commerce 
platform and self-service app, and facilitated cross-functional workshops with senior 
stakeholders across Fraud, Legal, Product, and Development to align business and customer 
needs. 

•​ Redesigned login, registration, and related account micro-experiences for the NBN rollout, 
identifying and resolving new gaps and blockers introduced by NBN-specific needs—such as 
requiring a PIN at different points for security and privacy, and supporting multiple users on one 
account for households and families. 



•​ Redesigned app authentication from password to a secure magic-link login, working closely 
with Fraud, Legal, Product, and Development—launched with minimal user confusion and 
reduced fraud risk. 

•​ Designed Vodafone's first AI-assisted asynchronous chatbot, TOBi, which resolved 39% of 
customer inquiries within weeks of launch despite real platform constraints on UI 
customisation. 

•​ Mapped customer journeys to design Click & Collect, a cross-channel collection service—77% 
of customers collected within 3 hours, and every customer surveyed said they'd use it again. 
Personally tested the existing competitor experience to ground the design in real customer 
pain. 

•​ Designed and tested Bundle & Save, a compounding multi-service discount communicated 
through checkout and email—conversions rose 45% in the first few days after launch. 

•​ Established clear terminology for complex concepts such as ‘network speed’ through direct 
customer testing, replacing internal assumption with evidence. 

•​ Applied service design methods throughout to align business problems with validated 
customer needs before committing to a build. 

Senior UX/UI Designer  |  HotelsCombined 

Mar 2016–Sep 2017—Sole UX Designer optimising search, booking, and account experience 

•​ Redesigned the member account experience, contributing to a 400% increase in new 
customer accounts in the first few months post-launch. 

•​ Redesigned the booking calendar and funnel, contributing to a 4.5% increase in 
bookings—validated through A/B testing against the original experience. 

•​ Ran low-cost, in-house co-design research in place of an unavailable focus-group budget, 
using cross-business workshops to guide the booking journey redesign across all traveller types. 

•​ Creatively directed the online style guide and established a UX/design review checkpoint 
within the development phase, catching design drift before it shipped. 

•​ Managed one mid-level designer, as the most senior design voice in a 13-month redesign 
covering every facet of the product. 

UX/UI Designer  |  Weatherzone 

Sep 2012–Mar 2016—50+ page site and app redesign for Australia's leading weather information provider 

•​ Led UX and visual redesign of Australia's leading weather app and a 50+ page responsive 
website, validating design decisions against survey data from over 6,000 users rather than 
internal assumption. 

•​ Identified and avoided a costly, low-value build—survey data showed minimal user interest in 
a proposed customisable homepage, redirecting investment toward what users actually valued: 
graphics and content quality. 

•​ Delivered a reusable, scalable component system and supporting style and usability guides, 
enabling consistent rollout across 50+ pages. 

•​ Delivered B2B digital products and interfaces working closely with the Fairfax Research team. 

 



Digital Designer  |  CHOICE 

Sep 2011–Jun 2012—Choice Magazine—Australia's leading consumer advocacy group 

•​ Designed reusable multimedia to support the organisation's digital transformation. 
•​ Created infographics for journalistic articles, translating complex consumer data into 

accessible visual content. 
 

CO-CURRICULAR DESIGN INITIATIVES 

Teaching UX—Harness Projects 
•​ Mentored up to 12 students through the 9-week UX Fundamentals course (50% research, 50% 

design)—writing weekly content for each three-hour class, coordinating stakeholder interviews, 
running design feedback sessions, and providing individual support and assessment. 

Life-centred Design & Speculative Design Practice 
•​ Founder of futuringscouting.com.au and lifecentred.design—independent design initiatives 

exploring speculative and life-centred design, helping the design industry build long-term, 
sustainable, and socially-just thinking into practice and education.. Research and experiments 
are shared regularly on Medium. 

 

EDUCATION 

Master of Design Science—University of Sydney, 2005–2008 
•​ Majored in Digital Media 
•​ Winner, Sony Foundation Scholarship, 2008 
•​ Winner, University of Sydney Digital Media Prize, 2008 

http://futuringscouting.com.au
https://lifecentred.design/
https://medium.com/@damienlutz

