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Our company is looking for an experience analyst. We appreciate you taking the
time to review the list of qualifications and to apply for the position. If you don't
fill all of the qualifications, you may still be considered depending on your level of

experience.

Responsibilities for experience analyst

o Execute quarterly touchpoint surveys, analyze results and generate trend
reporting and partner to evaluate opportunities to expand survey program
into new areas of the business (collections, specialty)

e Perform as the subject matter expert for the SalesForce Marketing Cloud
(SFMC) software and related digital communications program

» Working in partnership with various teams across the company, identify
opportunities and create impactful digital communications to further engage
and/or educate customers

e Analyze Voice of Customer and Call metrics

e |dentify and prioritize customer friction points

e Evaluate and implement strategies to enhance the customer journey

» Partner with World Service organization to optimize and evolve offline
customer experience, based on insights and opportunities

e Develop long-term Relationship Care roadmap, and execute initiatives while
ensuring seamless integration of new program features in the servicing
procedures

o Disseminate customer insight to the organization by organizing call listening
sessions

e Produces moderately to highly complex pricing data analyses and reports

Qualifications for experience analyst



with business intelligence, and Customer Relationship Management (CRM)
programs

In depth knowledge of HIPAA/EDIX12 v5010 healthcare-related file formats
including 820, 834, 835, 837, 270, 271, 276, 277, 278, 999, TA1 and 824 are
required

Experience with EDI solutions, Biztalk, Edifecs

Knowledge of industry standard health data code sets such as ICD-9/ICD-10,
CPT/HCPCS, and Revenue Codes

Bachelor’s degree in business, communications or other relevant experience
1-3 years’ experience in in a marketing function



