LUCIANA R. KELTY
5156 Lavelle Road ∙ North Chesterfield, VA 23234

(804) 433-3590 / (804) 928-9271
Luciana.Kelty@gmail.com
A progressive, comprehensive and innovative business professional; detail oriented, with a proven ability to successfully improve business performance and deliver cost reduction. I’m a highly skilled professional with a cross functional background in project coordination, telecommunications, data analysis, workforce leadership and system administration.  

PROFESSIONAL EXPERIENCE

VIRGINIA PREMIER HEALTH PLAN, INC.

Systems Analyst 











1/12 – Present

Develop extensive expertise in interface applications, both customized and packaged. Coordinate/maintain assigned systems for the program and application dictionaries, system configuration for benefit plans, fee schedule loads and claim analysis.  Act as the primary contact for multiple claims system interface applications, providing a high level of expertise with matters relating to the interface and its functionality. Configure claims systems to support standard business operations such as; entering vendor contracts and maintaining rule bank/coverage categories. Execute data extracts and create basic reports, automatically reprocess claims and create/manage basic business process workflows. Perform basic user acceptance testing; validating system configuration changes, transfer data files using secured FTP and resolve basic claims payment discrepancies.  Research data integrity issues and provide suggestions on improvements. Provide technical support for ongoing business operations, data dictionary updates to include mass data loads, report writing and create process maps.
AT&T MOBILITY (Contractor via TEKsystems)

Project Coordinator - Engineering & Construction







10/11 – 1/12
Coordinate and analyze "small scope" construction and engineering projects, determine T1- sequence path status, course of actions, create and track service requests, enter data into appropriate tracking databases, and issue results to project team. Support larger scope projects being worked by Sr. project managers. Maintain project schedules, workspaces, track and report on project milestones & deliverables and provide routine project status briefings to customers/contractors at regularly scheduled meetings. Assist local technical staff; looking up and providing pertinent T1 provisioning data. Initiate/manage project financial attributes; utilizing general accounting principles, create receiving notification forms, purchase requests, supply and/or equipment requisitions, purchase orders and change histories and monitor project/site identification number budgets. Generate various executive level reports/decks for VP meetings; (i.e. project budgetary forecast, organizational accounting/financial and milestone reports.)  
CAPITAL ONE (Contractor via BRANCORE TECHNOLOGIES) 

Data Analyst - Project Coordinator II








5/11 – 9/11
Manage various aspects of projects, processes and data coordination. Gather, consolidate and validate data, generate various reports and manage/maintain departmental tracking databases. Partner with management; escalating data quality concerns and recommend process improvements. Analyze and recognize data quality trends, complete multiple key tasks associated with projects and processes (i.e. budgetary allotments, revise project attributes, forecast budgetary platform grids, register project and enhancements, cancel, close and/or amend project statuses.) Support development of meeting materials, track reporting data, activated/deactivated internal system or platform access, participated in departmental process improvement initiatives. Functional Data Administrator created and maintained internal documents within designated project workspaces. Utilized advanced MS Excel skills to include vlookups, pivot tables and nested formulas.  

ANTHEM

Customer Care Rep 










8/10 – 5/11

Respond to inquiries and written correspondence regarding health insurance benefits, provider contracts, eligibility and claims.  Analyze problems, processed and adjusted claims and provided accurate information and problem solutions. Updated subscribers' address and contact information, documented coordination of benefit, retrieved prior insurance coverage to eliminate and/or reduce pre-existing waiting periods. Initiate medical and pharmaceutical prior authorization requests, educate members on their specific annual in/out of network out of pocket maximums, co-pays and deductibles. Verified vision and dental benefits; routing calls to appropriate counterparty for further assistance. Executed extensive database/online searches assisting members with locating participating providers nationwide/internationally. Develop and maintain positive customer relations and ensure requests/questions are handled appropriately per HIPPA guidelines.  
VERIZON COMMUNICATIONS                                                                   

Metrics Analyst











 5/06 – 7/10

Perform quality assurance audits of maintenance tickets for revenue assurance and metric penalty reductions utilizing data analysis and applied statistical process improvement methodologies in order to improve overall business performance; while reducing mean time to repair (MTTR). Validated required data elements and metrics reporting; focusing on cost reduction, productivity and quality improvement. Determined accuracy of repair tickets, by performing trend and regression analysis; identified and corrected errors in attempts to reduce fines and penalties accessed by the FCC. Coached junior level peers in audit enhancements via employee scorecard. Performed root cause analysis of erroneous data. Identified, defined, implemented and drove the completion of various special projects; recognized opportunities for improvement, led changes and delivered results.  

Administrative Assistant                                                                           




 
 12/02 – 5/06
Reported to Executives and Frontline Managers; performed advanced, diversified and confidential secretarial and administrative duties requiring broad and comprehensive experience, skills and knowledge of the organization and its policies and practices. Write and route confidential correspondence. Screen, handle or distribute incoming phone calls and complaints. Maintain general files and ordered office supplies. Coordinate travel plans (lodging, flights, auto rentals and meals). Submit expense reports and corporate card payments. Compile and distribute meeting minutes, information for reports, documents and proposals. Collate and assemble materials, makes arrangements for meetings/presentations.  Prepare forms and reviews documentation for conformance with internal policies and procedures. Utilize various software packages such as spreadsheet, word processing, data base and graphics to produce high quality reports, presentations and documents. Developed and maintained department organizational charts. 
Work Force Analyst






   



3/00 – 12/02

Monitor Average Handling Time and Real Time Adherence to identify queues, maintain service levels and Average Speed Answer.  Utilize workforce management software to create seniority based schedules, manage intra-day staffing levels, and determine the most effective methods for staffing adjustments (breaks, lunches, training, call-outs and union time). Determine availability for special projects and other functions. Track performance of call routing and made recommendations to improve service levels and efficiency.  Process associate and management payroll and assign approved overtime. Created daily reports for Senior Management reflecting overall center stats. 
SKILLS

Excel

Access

Power Point

Word

Project

Minitab

Visio
Share Point

Oracle

Tribeca

UTrack

Clarity

Quelle

KnowledgeLink
People Soft

Granite Works
IDX
Change Gear

SQL Server

DBMS
Process Mapping 

SIPOC

FEMA

RACI

EDUCATION 

KELLER GRADUATE SCHOOL
Masters Computer Engineering – 5/2013

VILLANOVA UNIVERSITY

Certified Lean Six Sigma Master Black Belt – 3/11

STRAYER UNIVERSITY

Bachelors Business Management – 12/07  

PROFESSIONAL AFFILIATIONS 

AMERICAN SOCIETY for QUALITY



Richmond Section 1104 

 

