CAQH Position Description
Position: Director, Customer & Market Insights

Reports To: SVP, Marketing & Communications

Department: Marketing & Communications

Date: November 2019

Position Summary:
This position leads the primary and secondary market research function for the company, as well as the
marketing analytics/marketing operations function.
1) Provides regularly-scheduled and ad-hoc research to assess customer experience and
expectations over time, delivering relevant insights throughout the enterprise to address company
and market opportunities; and
2) On-going monitoring of competitive and market landscape.
3) Drives a best-in-class marketing analytics function within the marketing department to develop
new and improve existing data-driven frameworks for marketing effectiveness and efficiency
across media channels and predictive models for customer behaviors.
4) Assess and monitor current marketing operations, providing input on improvement in workflow
efficiencies.
Responsible for research, analytics and sales and marketing data. Serves as a trusted business partner
to the product marketing organization in transforming it into an action-oriented, customer insights-driven
operation. Leverages data and research to provide key strategic marketing insights and data-driven,
actionable recommendations that improve conversion, cross-selling, or retention. This incumbent is the
driving force to bring data, analytics, financial, and marketing concepts together.
Strong change agent who can lead by influence cross-functionally to embed customer experience, market
research and competitive intelligence findings, as well as marketing analytics, to stimulate higher level of
growth for our mission.
Process oriented leader, who can streamline efficiency and update functional processes across marketing
and communications.
Specific Responsibilities:








Oversee development and execution of annual and ad hoc market research projects to drive or
address business challenges and opportunities, i.e. NPS study, product concept studies, etc.
Lead research, competitive intelligence and analytics function as a valued internal consultancy,
generating insights and applying them across departments to drive improved business
performance. Provides actionable take-aways from research and helps business partners
understand how to change their processes/actions as a result.
Ensure all the organization’s sales and marketing information resources are effectively
leveraged to make a maximum contribution to grow the mission, including playing a leadership
role in the development of strategic business and marketing plans.
Partner with internal teams and external agencies to optimize paid media spend using a
mathematically robust approach to building marketing mix models that inform decision-making
related to all marketing channels and how they impact each other.
Assist product marketing in measuring return on investment for marketing efforts, evaluating
budget scenarios, forecasting appointments and conversion rates, and optimizing media and
content across the customer journey.
Monitor and analyze customer and prospect metrics. Support Pardot and Salesforce expansion
by improving the ability to recommend next best action based on customer behavior and
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business priorities. Work with various sources of behavioral and demographic data to develop
lifetime value segmentation and predictive models. Develop retention and acquisition data
models for customer segments based on activity to meet marketing and business development
needs. Develop Lifetime value of customer and other models to improve effectiveness and
efficiency in commercial acquisition and retention.
Develop best-in-class testing frameworks that improve the likelihood of statistically significant
results. Help define dynamic reporting and data visualization needs to allow marketing team
members to monitor key performance indicators. Correlate administrative cost savings and
customer retention impacts. Stay up to date on emerging marketing data-related trends.
Work cross-functionally to analyze marketing effectiveness and understand what is needed to
improve marketing performance. Collaborate with product marketing, product management,
finance, business development and other stakeholders. Translate business questions and
marketing objectives into analytic hypotheses, data needs and reporting requirements.
Other duties as assigned or requested.

Supervisory Responsibility:
No direct reports in short-term. Longer-term, will manage a team of 1-2 individuals.
Skills:















Ability to communicate clearly and concisely with business and technical stakeholders using their
terminology.
Ability to manage a mixed team of in-house and vendor-based resources.
Become a trusted business partner with product management, product marketing, sales and
account management.
Knowledge of adding data elements into a new or existing CRM system and working with the
business to plan and execute annual marketing and member communication campaigns.
Knowledge of supporting a customer experience process using net promoter system (NPS) with
journey mapping, facilitation, data collection, action planning and problem solving/ideation
activities. Experience in NPS preferred.
Ability to manage teams and work collaboratively and effectively across matrix organizations as
well as to coordinate inter-departmental teams for marketing activities.
Proven excellent interpersonal skills with strong and persuasive oral and written communication
skills, including executive presentations. Strong communication skills with the ability to adapt
messages for different audiences and marketing/communications channels.
Strong analytic capabilities to analyze target audience market research, competitive intelligence
and in-house end to end conversion metrics (and others) to develop sound marketing strategies
and measure results.
Ability to set priorities and manage projects, completing them on-time and on-budget. Proactive,
independent self-starter with the ability to multi-task and effectively juggle competing priorities
and keep the team members on track against deadlines and accountabilities.
Ability to handle responsibilities and relationships within CAQH and among stakeholders with
poise, tact, resourcefulness, creativity and flexibility.
Proficiency in the following:
o Salesforce (preferred) or other CRM
o Pardot (preferred) or other marketing automation
o MS Office Suite (e.g., Word, Excel, Office 365) and strong PowerPoint skills.
o Tableau
o Google Analytics
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Experience:



Ten years in Market Research, Competitive Intelligence and/or Data Analytics required with
strong presentation and communication skills
Data Modeling expertise (Inclusive of Predictive Modeling), experience operating in a matrix
environment; and healthcare experience preferred.

Education:
Bachelor's Degree in Marketing, Analytics, Statistics, Economics, Computer Science or related field
required. Master's Degree in Business Administration, Market Research, Analytics, Economics or related
field preferred.
Certification Requirements:
None required.
WHO WE ARE
Named one of Modern Healthcare’s Best Places to Work in 2016, 2017, 2018 and 2019, CAQH, a nonprofit alliance, is the leader in creating shared initiatives to streamline the business of healthcare. Through
collaboration and innovation, CAQH accelerates the transformation of business processes, delivering
value to providers, patients and health plans.









COB Smart® quickly and accurately directs coordination of benefits processes.
EnrollHub® reduces costly paper checks with enrollment for electronic payments and electronic
remittance advice.
CAQH ProView® eases the burden of provider data collection, maintenance and distribution.
DirectAssure® increases the accuracy of health plan provider directories.
VeriFideTMTM streamlines credentialing by consolidating and standardizing primary source
verification.
SanctionsTrack® delivers comprehensive, multi-state information on healthcare provider licensure
disciplinary actions.
CAQH CORE® maximizes business efficiency and savings by developing and implementing
national operating rules.
CAQH Index® benchmarks progress and helps optimize operations by tracking industry adoption
of electronic administrative transactions.

WHAT YOU GET
CAQH recognizes that its most important asset is its growing team of smart, creative, collaborative,
forward-thinking and passionate professionals – and that a comprehensive employee benefits package is
an important factor for them in choosing where to work. CAQH offers competitive compensation along
with an extensive benefits package for all full-time employees, including medical, dental and vision
coverage, tuition assistance and a 401k. Our location in downtown Washington, DC is metro-accessible,
has an onsite fitness center and is centrally located to allow our team to take advantage of professional
networking opportunities, cultural offerings and a thriving social scene.
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