Swapna N
Sr Business Analyst

Email – swapnan253@gmail.com
Phone # - 630-345-5306

	Skill Set
· SDLC – Waterfall, Agile (Scrum)

· CRM – Salesforce Lightning and Classic
· Mobile, Client- Server Application
· CMS- Sitecore
· Digital Marketing 
· Reporting/ EDW/ BI
· Web Services (XML, XSD)

· Process Flows
· UI/ UX – Mock ups, Wireframes
· Data Mapping
· Testing – HPALM, JIRA, Rally
· Sharepoint, Confluence (Wiki)
 Academic Details
MS – Computer Technology

Eastern Illinois University, IL, USA

Aug 2016 – Dec 2017

BS – Electronics & Communication Engineering

Malla Reddy College of Engineering, India

Aug 2009 – May 2013


	
	Profile Summary                                     
· Overall 9+ years of experience as a Business Systems Analyst in both Agile and Waterfall Methodologies in Financial, Healthcare Insurance, E-commerce, Digital Marketing, Mobile, CMS and CRM technologies. 

· Worked in Configuration and Customization projects with participation all the way from Project Inception to post-production phases. 

· Experienced in creating Business & functional requirements documents (BRD & FRD), Gap Analysis Documents, Use Cases, Product backlogs, Release backlogs, Sprint Backlogs, User Stories, wireframes, process flows, Test cases, Traceability matrices etc. 

· Worked closely with various project stakeholders, SMEs and technical teams to understand and document Use Cases, Business Requirements, Functional Requirements and Design Specifications for new applications along with enhancements to the existing applications.

· Demonstrated experience in conducting User Acceptance Testing (UAT) and documenting test cases in both personal and commercial lines of property and casualty insurance.

· Supported the development and launch of mobile applications by gathering and documenting requirements specific to mobile user interfaces and functionalities.

· Extensive knowledge of Salesforce.com implementation cycle in Service cloud and Sales cloud modules along with good knowledge on Marketing and Experience cloud module

· Experience in compliance of SOX, PCI and HIPAA guidelines.

· Experienced in working with offshore teams and managing multiple projects simultaneously. 

· Proficiency in administrative tasks like creating Profiles, Roles, Users, Workflows & Approvals, Reports & Dashboards, Developed Formula fields, Validation rules, Email generation.

· Worked in Agile project environments, participating in sprint planning, backlog grooming, and defining user stories related to data reporting and analytics.

· Extensive work experience in designing custom objects, custom fields, Page layouts, and custom Tabs, custom reports to various formats Snapshots, Dashboards.

· Working knowledge in generating Reports, Dashboards, Customized reports and analyzing the data in Salesforce.
· Experience managing project documentation, sprint planning, and backlog grooming using Jira, Confluence, and other Agile tools

Technical Skillset                                     
Project Management: MS Office, MS Project, Word, PowerPoint, Excel, VersionOne,                                     Rally, Confluence, SharePoint, Google Dialogflow, PowerPoint.
Data Analysis: Data Modelling, Data Mining, Statistical Analysis
BI Tools: Tableau, SSRS, Excel (Pivot Tables, VLOOKUP)
Defect Management Tools: JIRA, Trello, Agile Accelerator, HP ALM, SOAP UI

SQL and Database Management: SQL, MS Access, SQL Server

Workflow: Bitium IAM, Sitecore, Vision Balsamiq, Axure, Pencil 


Organisational Experience

Client: Johnson & Johnson
Location: Remote 
Duration: Apr 2022- Jun 2025
Role: Sr Business Analyst
Project Description: Worked on the development and launch of a patient-facing Experience Cloud application aimed at improving patient onboarding, support, and engagement. The project focused on enhancing digital experience capabilities, ensuring regulatory (GxP) compliance, and optimizing cross-functional workflows for healthcare operations. 
Responsibilities:

· Collaborated with cross-functional teams to define onboarding requirements, improving time-to-productivity for new users.
· Coordinated, initialized, and facilitated joint requirement planning seminars for business and functional requirement gathering, analysing, and documenting them in product backlog and subsequently breaking up feature lists into user stories, and drawing up acceptance criteria.
· Led the analysis and enhancement of Patient Support Programs, leveraging industry best practices to improve patient access, adherence, and outcomes.
· Owned the end-to-end delivery of member-facing Experience Cloud application, including backlog management, sprint planning, and launch coordination.
· Worked on different Compliance items such as the SOPs, Work Instructions and relevant SDLC documents for the Technical and Business Go-Live
· Conducted requirements and process analysis to ensure all system interfacing and content provisioning workflows adhered to GxP compliance protocols and company SOPs.
· Executed projects through the entire SDLC from gathering requirements, designing, developing, testing, deploying and support phases.
· Worked closely with UX/UI teams to translate business requirements into user-friendly designs.
· Created wireframes and prototypes using Adobe XD to visualize design concepts.
· Defined and prioritized product backlog items in agile environments using Jira and Confluence.
· Conducted backlog grooming sessions, ensuring user stories were well-defined and ready for development. 
· Maintained and updated a centralized launch tracker, coordinating cross-functional dependencies, release timelines, and issue resolutions to ensure smooth go-lives.

Tool Knowledge: JIRA, Sharepoint, Confluence, Teams, VISIO and Salesforce Classic & Lightning, AppDev, Asset Management, TruVault, Adobe Acrobat DC Pro and Experience Cloud.
Client: EMD Serono
Location: Rockland, MA 
Duration: Jan 2021- Apr 2022
Role: Sr Business Analyst
Project Description: Involved in the implementation of Salesforce Health Cloud to enhance call center operations and patient support services. The project aimed at streamlining healthcare workflows, integrating with regulated systems, and improving data-driven decision-making across patient engagement programs.

Responsibilities:

· Led the implementation and optimization of Salesforce Health Cloud for the call center, enhancing patient management and improving customer service.

· Collaborated with stakeholders to design and maintain secure system integrations with GxP-regulated applications, upholding data integrity and compliance with industry standards 

· Defined and documented the business process flow and functional specifications of the system

· Develop functional specifications for system features and reports

· Developed test plan/cases working with business teams - Exposure to quality centre tools like AML

· Analysed systems specification, requirements and developed use cases accordingly

· Analyse clients existing business systems, procedure, and data and propose changes that would result in overall system enhancements

· Managed the end-to-end implementation of new patient support initiatives, coordinating with cross-functional teams to meet project milestones.

· Collaborated with cross-functional teams to develop comprehensive RFP responses, including technical specifications, cost estimates, and project timelines.

· Demonstrated attention to detail and excellent oral and written communication skills

· Ensure that the test cases and test scripts are complete and cover all aspects of testing a story

· Write, execute, review and approve lifecycle documents, as required. 

· Performed UI testing to make sure that the final product was in line with the business needs and their requirements.

· Actively worked with the Business Users in the SIT & UAT phase by helping them build test scenarios, test cases and resolving any anomalies in the results of the reporting elements

Tool Knowledge: Data Loader, HPALM, Visualforce, VISIO and Salesforce Classic & Lightning
Client: OPTUM RX
Location: Minneapolis, MN 
Duration: Aug 2019- Oct 2020
Role: Technical Business Analyst
Project Description: Contributed to Medicare Advantage and MAPD program enhancements, including eligibility and enrollment systems. The project focused on improving data quality, automation of performance reports, and compliance with CMS regulations while supporting end-to-end claims and member management workflows.

Responsibilities:

· Developed and maintained project dashboards in Jira Align, enabling executive stakeholders to monitor KPIs, sprint progress, and resource allocation in real time. Automated custom reports and analytics in Azure DevOps (ADO) to support Agile program management and continuous improvement initiatives.

· Assisted in the development and review of PDP enrollment and eligibility policies, contributing to streamlined operations.

· Developed functional specifications, process models, and detailed reports to support business decisions and improve operational efficiency.

· Developed complex SQL queries, stored procedures, and data models to support data-driven decision-making and reporting needs.

· Collaborated with business users and technical teams to define key performance indicators (KPIs) and ensure accurate data representation.

· Collaborated with stakeholders to analyze Medicare enrollment, eligibility, and claims processing to optimize business operations.

· Utilized advanced Excel functions—including VLOOKUP, INDEX-MATCH, pivot tables, and data visualization features—to analyze large-scale healthcare datasets, monitor operational trends, and generate actionable insights for business leaders.

· Analyzed Medicare eligibility processing workflows and ensured data integrity in file processing implementations.

· Managed enrollment and disenrollment processes for Medicare Advantage and MAPD plans, ensuring compliance with CMS regulations and timely updates to member records.

· Assisted in regulatory compliance assessments for Medicare plans, ensuring alignment with CMS guidelines.

· Maintain data quality by identifying and deleting or merging duplicate records, cleansing and updating inaccurate data and managed all new user provisioning.

· Analyzed Medicare eligibility processing workflows and ensured data integrity in file processing implementations.

· Experience performing advanced data analysis and integrating database tools with MS Excel

· Developed a Power BI dashboard for real-time tracking of Medicare enrollment trends, improving decision-making.
Tool Knowledge: Data Loader, Rally, Salesforce, DBVisualizer, Power BI, Confluence, SOAP UI, POSTMAN, Swagger    UI/Editor and SQL
Client: United Health Groups
Location: Minneapolis, MN 
Duration: Sep 2018- May 2019
Role: Salesforce Business Analyst

Project Description: Engaged in Salesforce Lightning transformation and healthcare data integration initiatives. The project focused on enhancing user experience, streamlining patient support workflows, and aligning healthcare data systems with business priorities through agile delivery practices.

Responsibilities:

· Assessed and evaluated the requirements from a Program manager and create process flow diagrams.

· Created user stories based on the gathered information from diverse business groups.

· Worked closely with stakeholders to gather requirements related to healthcare data mapping and patient support workflows, ensuring accurate data alignment across systems.
· Engaged the technical and business teams to drive story mapping, product journeys, requirements, planning and task estimations to support top business priorities.
· Configured the applications, workflows, processes and metrics to support Agile/Scrum, using the latest tools.
· Assisted Product Owners in organizing and managing product backlogs, ensuring prioritization aligns with business goals.

· Work with Integration of Software’s like Salesforce.com and other Digital solutions for SFDC lightning for providing mock-ups both business n developer on Lightning UI.
· Worked with business and developer and based on requirement created mock-ups for better understanding on Lightning UI and created reports and dashboards in Lightning org as per business.
· Designed and created mock-ups and Prototypes.
· Stored, retrieved, and manipulated data for analysis of system capabilities and requirements using SQL queries and PL/SQL.
· Plan and prepare technical reports, memoranda and instructional manuals as documentation of program development.
· Worked with the business users to prioritize Product Backlog Items (PBI) and groomed user stories and detailed out the Acceptance criteria.
· Worked closely with the UI/ UX Teams to create wireframes and clickable models in Axure and Invision.
· Created Data Dictionary to maintain field definitions for new fields being added to Custom Objects within SFDC.
Tool Knowledge: Salesforce Classic & Lightning, Data Loader, Visualforce, JIRA, VISIO, Salesforce Agile Accelerator.
Client: CITI Bank 

Location: Chicago, IL & Minneapolis, MN 
Duration: December 2017 - July 2018
Role: Business Analyst
Project Description: Participated in mobile banking and marketing automation initiatives using Salesforce Marketing Cloud. The project aimed at improving customer experience, enhancing campaign management, and enabling seamless integration across digital platforms and mobile services.

Responsibilities:
· Assessed and evaluated existing IT system and business processes and created process flow diagrams.

· Liaison between operational, tactical, strategic and technical units throughout the project cycle

· Worked closely with the project manager in identifying project scope and developed detailed project plan

· Coordinated with QA teams to conduct testing on various mobile platforms, ensuring compatibility and performance.

· Held iteration kick-off meetings with the business users, development and QA teams

· Configure SFMC based on business requirements, including setting up email templates, landing pages, automation workflows

· Utilized SQL and Excel for data analysis, building reports that tracked key performance indicators and supported strategic decision-making.

· Worked closely with UX/UI teams to ensure mobile applications provided intuitive and seamless user experiences.

· Created Data Dictionary to maintain field definitions for new fields being added to Custom Objects within SFDC.

· Continuously monitored and refined CPQ processes to optimize performance and adapt to changing business needs.

· Developed dashboards and reports to monitor eForm performance, tracking submission rates, approval times, and compliance metrics to identify areas for improvement.

· Wrote Middle Tier requirements for data and file transfer using Restful Web services.

· Worked closely with marketing teams to understand their processes and pain points, then translated those into actionable requirements within Salesforce Marketing Cloud.

· Wrote API requirements including mobile API requirements during the design sessions.

· Helped prepare for and conducted User Acceptance Testing (UAT) during Hardening sprint.

Tool Knowledge: Salesforce Classic, Salesforce Reporting and Dashboard, Tableau, Data Loader, JIRA, VISIO.
Client: Extarc Software Solutions (Hyderabad, India)

Duration: Jun 2013- Apr 2016

Role: Business Data Analyst

Project Description: Worked on Medicaid claims and billing system enhancements for healthcare providers. The project involved process automation, HIPAA compliance, and data integration to support secure and efficient Medicaid treatment and reimbursement processes.

Responsibilities: 

· Worked with stakeholders to understand the requirements and create Process flows. 

· Worked on enhancements to the services offered to Providers and Doctors for Medicaid Treatments for Claims and Billing purposes. 

· Worked directly with business stakeholders to gather and validate requirements along with other project team members.

· Created diagrams showing process flows using MS Visio to demonstrate the AS-Is and To-Be process flows.

· Created Use cases, Use case diagram, scoping documents, Business and Functional Requirements documents. 

· Created detailed Data mapping documents for ETL purposes and did Data validation post Load into the tables.

· Involved in the full HIPAA compliance lifecycle from GAP analysis, mapping, implementation, and testing for processing of Medicaid Payor Claims.

· Managed and configured IAM tools and processes to ensure secure and efficient claims processing

· Created Axure mockups and Visio screen flows to reduce clicks while conforming to user-interface requirements and user experience requirements as detailed in the UI Spec document.

· Created Source2Stage and Stage2Target Excel spreadsheet documents with mapping designs to load data into SQL database.

· Wrote SQL queries for Data validation and Analysis.

· I have coordinated with the superiors of user acceptance testing of final infrastructure using the tools HP ALM/QC.

· Wrote requirements for Web services including Error HTML codes and manipulated pre-written XML files. 

· Fully participated in the Defect management cycle including creating Test plans, executing test cases and managing defects. 

Tool Knowledge: JIRA, Informatica, Google Analytics, SOAP UI, POSTMAN, VISIO, GitHub and HPQC.
