
Brooke M Heise
1938 Pennsylvania st #4413. Denver, CO. 80203

Heisebrooke@gmail.com
Home Phone: (720)346-5266





 Veteran Status: N/A
Social Security: 508-21-5036




             Citizenship U.S

SUMMARY

Adaptable, dedicated and results driven professional interested in providing quality services to the American public.  Customer service background in a call center environment.  Fast learner with a well-developed ability to work independently or as a collaborative team member.  Strong verbal and written skills resulting in the ability to understand client needs, problem solve, and provide quality customer care.  

PROFESSIONAL EXPERIENCE

Unemployment Insurance Specialist 1, Denver, Colorado 
August 2013 – Present

Emergency Unemployment Compensation Specialist

Provide customer service in the delivery of the Colorado Unemployment Insurance (UI) and Extended Unemployment Compensation (EUC) program. Explain and clarify departmental policies, state and federal laws pertaining to CESA, EUC and FUTA. Instruct employers, their representatives, and claimants of their responsibilities and rights while protecting the interest of the Division. Monitored claimant adherence to specific Federal guidelines in order for EUC monies to be paid timely and accurately. Investigated claims to limit the risk of fraud in an effort to hold claimant’s accountable for monies received outside of UI or EUC that went unreported. Responsible for building Manual ledgers to pay claimants that were unable to receive payments through our system. Responsible for monitoring the manual ledgers to ensure claimants were paid timely and accurately. Adjudicates non-monetary non-separation issues after conducting investigative fact-finding, researching law sources and applying knowledge of State and Federal statutes.  Represents the Colorado Department of Labor at appropriate UI appeal hearings.
Unemployment Insurance Intern, Denver, Colorado

March 2013 – August 2013
Unemployment Insurance Specialist
Provide customer service in the delivery of the Colorado UI program.   Identifies and files a variety of UI claim types, utilizes a variety of computer systems and applications, and provides customer service via the telephone.  Participates in intensive classroom and on the job training that is targeted at adult learning, provides and receives feedback related to their performance and work efforts, is an active and positive contributor to their learning and learning environment while learning the Colorado Unemployment Insurance program and system.  Explain and clarify departmental policies, state and federal laws pertaining to CESA and FUTA. Instruct employers, their representatives, and claimants of their responsibilities and rights while protecting the interest of the Department. Answers inquiries regarding compliance, wages, account history, rate computations, and benefits.  Directs and coordinates the UI claims taking activities of individuals filing for all types of Colorado based liable claims.  Adjudicates non-monetary non-separation issues after conducting investigative fact-finding, researching law sources and applying knowledge of State and Federal statutes.  Represents the Colorado Department of Labor at appropriate UI appeal hearings.
SANTANDER CONSUMER USA, Aurora, Colorado 

September 2010 –March Auto Loan Account Manager
Manage and evaluate portfolio of high risk auto loan accounts. Responsible for providing options to customers who are struggling to maintain their financial obligation. Working directly with individuals who have lost their vehicle on next steps, rather it is payment arrangements to pay a deficiency balance, or how to get the vehicle back. 
· Helped numerous customers get back on track with car payments 
· Provide compassion to those who are suffering from loss of job, or reduced income situations.
· Facilitated training for newly promoted employees on job functions 
Citibank, Layton, Utah
   June 2003-September 2010
Project Manager and Team Leader
Managed multiple teams of 14-25 commercial analysts and customer service representatives. Co-managed a department of 92 agents and ensured productivity goals were met. Facilitated training on data entry processes and underwriting of financial statements for large commercial oil loans. Handled escalated situations with customers and clients to ensure all needs were met. I was a project leader on a system conversion to a First Data Research (FDR) platform. Ensured proper testing was done and the system would have full capability to support job functions of all areas of Private Label Oil. 
· Successfully displayed my abilities to perform job functions resulting in promotions and diversifying my knowledge. 
· Helped lead team to meet specific time sensitive goals to gain and maintain business.

· Worked closely with internal and external clients to develop a system with more functionality to win business and be capable of attracting a larger customer base.

· Worked on conversion project for two years resulting on better system functionality and enhancements that made our products more appealing to potential customers. 
Convergys Corp, Salt Lake City, Utah
        March 2000-May 2003
Recruiting Specialist
Helped create job ads and processed all incoming applications. Conducted pre-employment testing, performed interviews. Setup training classes and preformed benefit meetings for all new hires. Conducted job fairs at a variety of schools and convention centers. 
· Made hiring decisions resulting in meeting hiring goals for project managers.
· Provided benefit trainings to help new hires participate in different benefit packages that cater to their needs.
· Worked closely with external and internal clients to staff new business initiatives.

Additional Skills

Proficient in Microsoft Excel, Word, Outlook, PowerPoint, and Access. I can type 65 words per minute and 10 key by touch. I am also proficient in FDR a data collection and analysis software. I am certified in all three consumer credit bureaus, as well as Commercial Experian and Dunn and Bradstreet. I am also a nationally certified personal trainer.
Education

Northeast High School Lincoln, NE:  High School Diploma

    Military Experience 

United States Air Force, Lackland Airforce Base San Antonio, TX:  Senior Airman First-Class 
References
Upon request
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