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Objective

I am a result-driven professional with valuable experience within many facets of Hospitality industry. My areas of expertise include customer service and guest relations. I am keen to accept a new, challenging position within a progressive organization, allowing me to fully utilize and further develop my acquired skills.

Education
Akilah Institute for Women



          Kigali, Rwanda
Diploma in Leadership and Hospitality Management   
                        January 2011- 2012   

Relevant courses:                                                                                                    GPA: 3.40/4.00                                                                                                                                                                                    

· Leadership and Decision Making
· Food and Beverage Management

· Customer Care
· Supervision in Hospitality
· Front Office Operations
· Tour Management

· Sales and Marketing
Lycee La colombiere                
                                                                     Kigali, Rwanda                                                                                                                             High school diploma in Biology, Mathematics and Chemistry       January 2005-September 2009
Professional experiences

Marriott hotel Al Jaddaf                                                                                           Dubai, UAE
Telephone Operator                                                                                            Dec 2013 – Present

· Collected customer feedback and made process changes to exceed customer satisfaction goals.

· Provided accurate and appropriate information in response to customer inquiries.

· Addressed customer service inquiries in a timely and accurate fashion manner.
· Developed effective relationships with all call center departments through clear communication.

· Worked with upper management to ensure appropriate changes were made to improve customer satisfaction. 






             
                                                 Dubai, UAE
Front Desk Agent
                                                                            July 2014-September 2014
· Greeted all guests in a courteous and professional manner.

· Balanced all rebates and other miscellaneous charges.

· Guaranteed positive customer experiences and resolved all customer complaints.

· Issued room keys and escort instructions to bellhops.

· Kept records of room availability and guests' accounts, manually or using computers.

· Processed guest payments for room charges, food and beverage charges and phone charges.

· Processed credit card transactions during the checkout process.

· Monitored room availability using Opera.
 JW Marriott Hotel Deira                                                                                          Dubai, UAE  
     Telephone Operator                                                                September 2012- December 2013
· Demonstrated mastery of customer service call script within specified time frames.

· Maintained up-to-date records at all times.

· Addressed customer service inquiries in a timely and accurate fashion.

· Built customer loyalty by placing follow-up calls for customers who reported product issues.

· Made courtesy calls for the arrival guests to ensure their stay is memorable.

· Answered department telephone calls within 3 rings, using correct salutations and telephone etiquette.

Accomplishments,
· Participated in human rights club at Akilah Institute for Women which have reduced 20% of human right abuse in the community.

· Participated in 2 days human rights commission workshop in Rwanda.
· Provided food and clothes to orphans and vulnerable people in Rwanda.
· Guest service Survey and Problem Experience Certificate                                  March 2013

 Skills

· Fluent in French and English

· Expert knowledge of the Opera reservation system and Micros hotel systems.

· Excellent customer service and front desk training.

· Efficient performer under pressure and tight deadlines.

Honors
· Food Safety  Level 1 Certificate from Food and Stuff Catering Company            2012
· Team Building Certificate from Akilah Institute for Women                                2012
· Foundations of Leadership Certificate Marriott International                     April  2013
· Top Call Answered Certificate                                                                      May, 201
