Graham Michael Marlowe 
Madison, WI 53593 ● (920) 655-8779 ● graham.marlowe131@gmail.com ● linkedin.com/in/grahammarlowe

PROFESSIONAL SUMMARY
Copywriter, creative professional, researcher and customer service veteran with extensive training and experience in various writing and reporting formats, a solid foundation in numerous realms of information distillation and practical applications of project management as related to publications, eCommerce, claims processing and other areas. 
	TECHNOLOGY SKILLS
	WRITING SKILLS
	OTHER SKILLS

	· Adobe Creative Cloud

· CRM 

· ERP (ex: MetaVance)

· Google Analytics

· HTML

· MailChimp

· Microsoft Outlook

· MS Office Suite 

· Social platforms (ex: SEO)

· SharePoint

· Various audio and photo editing programs (ex: Audacity; Adobe Soundbooth; GIMP)

· WordPress 
	· Business copywriting (B2B and B2C)

· Copyediting 

· Creative writing 

· Interviewing and survey work

· Multi-medial storytelling

· News and feature writing 

· Opinion and editorial writing

· Technical writing (eCommerce, healthcare policy, medical and product reviews)

· Writing for the web
	· Claims processing 

· Customer service

· Data entry

· Data extraction

· Dictation/transcription

· Hard drive disassembly

· Interpreting and applying laws and policies, including HIPAA and CPNI 

· Planning and execution of digital marketing campaigns 

· Project management
· Researching and documenting data for business use 

· Team communication


SELECTED WORK EXPERIENCE
Intake Coordinator (contract), Gillware Data Recovery – Madison, WI 

         September 2020 - November 2020 

· Multi-tasked data extraction involving up to 15 customers' cases simultaneously throughout workday, while also coordinating logistics with tech salespeople, engineers, customer service and other areas of the company.

· Disassembled customer hard drives using a wide array of tools and strategy, to diagnose issues before assigning them to the proper engineers as cases (and almost always within a narrow window of completion time).

· Maximized customer retrieval goals by giving direction via phone outreach and discussion, both as a courtesy and to coordinate and solidify intention regarding case details prior to [those cases'] assignment to the engineering team – whether it was a walk-in, mailed-in or anticipated case.

· Carried out shipping and equipment-maintenance duties related to customer data retrieval and case closure(s).

· Classified and distributed customer and employee mail with fluctuating prioritization.
Sales Assistant (contract), TDS Metrocom – Madison, WI 


                    November 2019 - April 2020 

· Performed order fulfillment for a telecommunications provider in a fast-paced, multi-faceted customer support environment for both inbound and outbound sales channels.  

· Solved and reconfigured orders to adhere to changing conditions and regulations while synthesizing dynamic customer demands. 

· Utilized an array of customer resource management (CRM) software such as Siebel, Aspect, RightNow Web and DocuSign to handle dozens of cases per day with different tiers of time sensitivity and constant re-prioritization.  
Claims Specialist, Dean Health Plan – Madison, WI 


       

       March 2019 - October 2019 

· Provided accurate and timely processing of 50 to 250 complex claims daily, using advanced knowledge of the variety of Dean Health Plan products, medical terminology and various benefit options that impact claims processing.

· Examined claims for accuracy and completion.

· Determined claims coverage by examining company records, confirming claims payment amounts and submitting claims for payment consistent with expected turnaround times. 

· Reviewed provider status to determine participation, primary, referral and correct current reimbursement level.

· Processed written inquiries and appeals from providers regarding benefits and claims to resolve or escalate as appropriate. 
Technical Writer (Publications), DXC Technology – Madison, WI 

            
            June 2017 – August 2018
· Contributed to all publications supporting DXC Technology's Wisconsin Healthcare account (Medicaid, BadgerCare, SeniorCare). Led collaboration with Wisconsin state policy staff and internal content experts to write up to 100 publications per year, providing critical information on billing, covered services and coverage limitations for healthcare providers. 

· Created weekly messages on claim adjustments for providers using internal technical information.

· Led meetings with state and HPE staff to develop and review publications. Incorporated changes to drafts and provide revised drafts in a timely manner.

· Incorporated information from approved publications in an online handbook that included Medicaid-specific information for providers.

· Rewrote technical information in a clear and concise style for Medicaid providers.
Customer Care Specialist, WPS Health Solutions – Monona, WI         

            
            August 2016 – June 2017
· Counseled over one hundred beneficiaries and their families per day, as a benefits coordinator for the Medicare branch of both active-duty and retired-status military veterans. 

· Resolved a high volume of complicated claims-related problems from beneficiaries, providers and other affiliated representatives or groups regarding TRICARE (formerly CHAMPUS, Civilian Health and Medical Program of the Uniformed Services) eligibility, benefit determinations, billing and claims adjudication under strict deadlines and performance metrics. 

· Applied appropriate provisions of TRICARE regulations, interpretations and procedural directives in making appropriate responses to inquiries within contractual requirements. 
Web Populator (eCommerce), Full Compass Systems – Madison, WI                        
  August 2013 – December 2015
· Curated eCommerce catalog for audio products, musical instruments and associated software. 

· Implemented strong SEO (search engine optimization) strategies to optimize digital marketing standards across the sales platform. 

· Designed and employed usability design solutions to drive measurable growth for clients. 

· Drafted copy for sales catalogs to support overall marketing strategy and specific campaigns. 
EDUCATION
COURSEWORK IN JOURNALISM & MASS COMMUNICATION, UW-Milwaukee – Milwaukee, WI          
       2010 - 2012               
Completed 30 of the 36 credits needed for an additional Bachelor's
B.A., LIBERAL ARTS, St. Norbert College – De Pere, WI                          



                      2005 - 2009
Primary coursework: Creative Writing, History, Keyboard & Percussion Performance, Music Theory & History, News & Feature Writing, Political Science, Professional Writing, Public Policy, Sociology
