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SUMMARY
Business analyst with six years of experience in insurance and healthcare administration, working between operations teams and IT. Mapped and redesigned the claims intake process, removing four handoffs and cutting average intake time by two days. Writes requirements that developers can build from and testers can check, and brings users along through rollout.
SKILLS
Requirements elicitation · User stories and acceptance criteria · Process mapping (BPMN, Visio) · User acceptance testing · SQL · Excel · Jira and Confluence · Stakeholder workshops · Gap analysis · Change management
EXPERIENCE
Business Analyst, Badger Family Insurance	Mar 2021 – Present
Milwaukee, WI
1. Mapped the claims intake process across three departments and redesigned it with operations leaders, removing four handoffs and cutting average intake time from five days to three.
1. Wrote 140 user stories with acceptance criteria for the new claims portal and led user acceptance testing with twelve adjusters.
1. Analyzed policy cancellations in SQL to find the renewal steps where customers dropped off, which guided a simpler renewal letter.
1. Facilitated requirements workshops for a document management system, reconciling conflicting requests from legal and underwriting.
Operations Analyst, Lakeshore Health Administrators	Jun 2018 – Feb 2021
Waukesha, WI
1. Built weekly productivity and backlog reports for a 60-person claims processing team.
1. Documented standard procedures for eight claim types, reducing rework on new hires' cases.
1. Supported the rollout of a new billing system by testing workflows and training team leads.
EDUCATION
B.B.A. in Management Information Systems	2018
Great Lakes State University, Green Bay, WI
CERTIFICATIONS
Certification of Capability in Business Analysis (CCBA), International Institute of Business Analysis, 2022
