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	Strengths

	· Gained 10+ years’ experience in diversified industry
· Ability to multi-task and meet tight deadlines
· Excellent Team Spirit & Leadership Capabilities
· Adaptable to Dynamic Business Scenario
· Tact to deal with Multi-cultural People
	· Excellent Customer Service & Admin Management
· Superb Tolerant & handle pressure w/ ease & efficiency

· Strong Communication & Interpersonal Skills
· Outstanding Analytical & Problem Solving Skills
· Confident – Dynamic – Vibrant Personality
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Diploma in Hotel & Restaurant Management – Global Institute 



         2000 – 2002 
Certificate for Receptionist/Telephone Operator – Graffins College


           Jul 2000 – Dec 2000 
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Customer Service Supervisor – Serco Dubai Metro, Dubai, UAE
 

           2009 – Present
Front Office/Customer Care Rep – Seasons Group of Hotels



           Feb 2007 – Mar 2008
Customer Service/Receptionist – Royal Capital Partner 



           Apr 2005 – Jan 2007
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· Gained 10+ years’ experience within diversified industry in UAE and Kenya in domains of Customer Service Supervisor, Front Office & Receptionist.
· Consistently received increment and promoted from Customer Executive to Senior Customer Service & Recognized for being exceptional customer service during Metro Launch.
· Acquired Champion of the month 2014 & Employee of the month for excellent Customer Service.
· Consistently demonstrated resourcefulness and initiative in support of top management with flexibility in working well in cross-functional teams.  

· Possess capabilities in providing solutions to complex natured operations issues plus strong commitment to deliver excellent work performance even in difficult and pressurized environment.

· Used initiative and personal judgment in carrying out tasks efficiently and resolving operational issues.

· Established and maintained excellent relations with customer, colleagues, staff and management.
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Senior Customer Service 
· Lead, plan, train, and review the work of staff responsible for providing customer service functions and services, participate in performing the most complex work of the unit. 

· Oversee personnel supervision, training, answering phones, faxing request, verifying authorizations with compliance on release of information requests.
· Responsible for management of day-to-day operations and functionality of Eligibility/Customer Service Department staff.
· Supervise the daily processes and assure inquiries and complaints are responded to appropriately & timely manner.

Cont’d

· Verify the work of assigned employees for accuracy, proper work methods, techniques, and compliance with applicable standards and specifications. 

· Perform the full range of customer service duties; provide customer service and assistance to the public; answer telephone calls, serve as receptionist, screen and direct calls. 

· Apply basic concepts, practices and procedures of handling client’s complaints while meeting quality standards for customer services.  Refer unresolved grievances to concerned department for further investigation.

· Uphold proactive communication with customers through phone, e-mail or regular mail.

· Maintain records of customer interaction and transactions, document details of inquiries, complains issues, comments and actions taken. 

· Preserve proper records of incoming and outgoing correspondence, file documents/letters systematically and keep all assigned files up-to-date. Observe strict confidentiality of all company documents and reports.
· Provide first class customer experience resulting to satisfaction, loyalty and retention. Apply basic concepts, practices and procedures of handling client’s complaints while meeting quality standards for customer services.

· Keep records of customer interaction and transactions, document details of inquiries, complains, issues, comments and actions taken. Contribute to the establishment and development of the organization’s goodwill/reputation.

General Administration/Receptionist
· Prepare correspondence, reports, forms, vouchers, work orders, and specialized documents related to the organizational unit to which assigned from drafts; proofreads materials for accuracy, completeness, compliance with departmental policies, formatting, and correct English usage.

· Oversee all incoming calls, emails and re-routing them to relevant parties. Meet and greet visitors ensuring that they are signed in and inducted.

· Set up and maintain appointment and meeting calendars, manage calendars and coordinate/schedule meetings; keep supervisor informed of commitment involving business or community functions.

· Coordinate travel arrangements and accommodations of the staff and management; Create and edit PowerPoint presentations; and other duties and projects as assigned.

· Assist in supervising staff, including determining workloads and schedules, evaluating staff performance, providing training and hiring, promotion and disciplinary recommendations.

· Oversee administrative details such developing, implementing and interpreting policies and procedures and monitoring day to day operations of the functional area to which assigned.

· Perform administrative support such as negotiating pricing agreements with vendors for equipment, supplies, printing services and office equipment maintenance under established guidelines; processes bills and invoices for payment.

· Administered general administration duties such as photocopying, filing & dealing with any enquiries at the reception.

· Performed data entry onto internal systems and ensure to report any problems to the office manager.

· Ensured that the reception area is tidy and clutter free. Monitored stationary stock and re-ordering when required.
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Customer Service Supervisor – Serco Dubai Metro, Dubai, UAE
 



· Providing customers timetable and platform information, attending ticket barriers, inspecting the station environment and reporting anomalies.
· Record train movements and provide information on delays, conduct station tours, participate in crowd management or even issue infringements.

· Answering questions and reacting quickly and safely to unexpected situations. Dealt tactfully with difficult and at times frustrated customers, especially during delays and disruptions.
· Respond to emergencies, activation of safety devices, customer service and information.
· Reported any suspicious items or situations to avert danger or injury and handling & documenting lost and found items.
· Ability to understand and apply the basic concepts, practices and procedures of handling customers’ complaints while meeting quality standards for customer services.

· Contribute to the establishment and development of the organization’s goodwill/ reputation by providing first class. customer experience which results in customer satisfaction.  
Front Office/Customer Care Rep – Seasons Group of Hotels



           

· Build and maintain positive relationships with all internal customers and guests in order to anticipate their needs.
· Anticipate guest needs, handle guest requires, and solve problems. Adhere to hotel brand standards.
· Create a positive hotel image in every interaction with internal and external customers.
· Maintain a high level of product and service knowledge in order to explain and sell services and facilities to guests.
· Assist guests and escort them to locations within the hotel at their request. Assist with translations (information: guest directory; menus etc.) as required.
· Maintain knowledge of special programs and events in the hotel in order to recognize and respond to guests.

· Assist in any other duties when required by the Front Office Manager. Provide feedback from Guests to Front Office Manager for action.
Customer Service/Receptionist – Royal Capital Partner 



           
· Received and processes and verifies the accuracy of orders from customers utilizing the organizations’ internal CRM / mainframe systems and customer purchase orders.

· Initiates required action for response to customer service requests for order changes, including customer information files and communicates changes to the appropriate personnel / departments.

· Ensures and provides quality service to both internal and external customers.
Cont’d

· Accesses the company’s internal systems to obtain and extract order information and provide customer service management with the data for inclusion in various scheduled and special reports.
· Receive, direct and relay telephone messages and fax messages. Performs assigned system maintenance to various electronic order files.
· Maintain the general filing system and file all correspondence. Assist in the planning and preparation of meetings, conferences and conference telephone calls.
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· First Aid (Emergency First Aid at work), 
· Incident management & Communication for frontline customer service staff, Crowd control
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· Proficient in MS Office application (Word, Excel, Email applications & Internet).
· Diploma in Hotel Management, Front Office, Operations & International Business Communication
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Nationality

:
Kenya
Date of Birth
:
20th Aug 1979
Marital Status
:
Married
Visa Status
:
Employment Visa
Languages

:
English, Swahili
Reference

:
Available upon request
Profile Synopsis��





Versatile, Dynamic and Gulf experience professional equipped with 10+ year’s record of delivering key significant contributions towards companies’ continued business growth. Demonstrated robust competency in directing wide range of duties in domains of Senior Customer Service, Front Office and Receptionist; demonstrated ability to multitask, prioritize job responsibilities, perform well under pressure, and maintain strict confidentiality of company records, coordinate with third parties and surpass performance parameters. Possess high level analytical aptitude, problem solving capabilities and zest in shaping challenges into concrete achievements. Strategic and fast-track achiever with an exceptional capacity to lead, train, mentor and guide junior professionals in order to achieve assigned targets independently towards achieving cumulative results. Seeks a challenging senior work profile where gained skills, experience and industry knowledge will have a valuable impact.
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